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Abstract 
The integration of Information Communication Technology (ICT) into contemporary society 
and business operations is observed as a clear reality in Namibia. While Namibia faces one of 
the typical hurdles of developing nations, lack of a skilled knowledge workforce, literature 
presents a contrasting face of ICT investment in the country, in particular the financial services 
sector. This sector is considered a critical sector in the Namibian economy, embracing global 
trends while boasting world class ICT infrastructure. This is despite the sector struggling with 
a shortage of expertise. The situation in Namibia’s financial sector thus warrants a critical 
review of knowledge development practices as research shows. As literature explains, the 
financial institutions in Namibia are dependent on expertise from parent companies in the South 
African financial sector. The result is a need to identify means to develop the knowledge of 
Namibia’s workforce in the banking sector. 
 
Although there is evidence from literature to suggest that ICT can be used to create a skilled 
and knowledge based workforce mainly due to the promise of cost savings, and convenience, 
there exists a critical gap in literature on the adoption of ICT for knowledge development in 
the Namibian financial sector. This gap in knowledge as well as the high investment in ICTs 
in the banking sector pose a problem that the research aimed to address. This study explored 
the adoption of ICTs for knowledge development activities in the banking sector of Namibia 
identifying the perceptions and factors influencing its adoption for knowledge development 
purposes. Although adoption of ICT is influenced by various factors, this study focused on a 
specific factor, namely the impact of perceptions on ICT adoption. ICT adoption models such 
as the Theory of Planned Behaviour (TPB) or the Technology Adoption Model (TAM) and 
more recently the Unified Theory of Adoption and Use of Technology (UTAUT) argue that 
the perceptions of users are fundamental determinants for the adoption of the ICT. Driving, 
thus, the need to understand the views of users of the ICTs in banks in order to understand the 
potential it may yield in knowledge development. The study adopts the Activity Theory (AT) 
as the means to uncover and clearly interpret the perceptions of banking staff, through its 
theoretic underpinnings of naturalistic investigation and beliefs of “intentional human-action”. 
This study thus set out to explore the perceptions of banking staff on the use of ICTs in 
knowledge development and identify the critical factors in their adoption of ICTs in the 
process.  
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Drawing from the Activity Theory the investigation used a multi-case qualitative study that 
used semi-structured interviews that were administered on twenty-three respondents from three 
of the biggest banks in Namibia (cases). The respondents comprised of managerial and non-
managerial staff with the three cases chosen based on their ties with South African banks. The 
findings show that all three Namibian banks have advanced ICT infrastructure which they have 
managed to adopt for knowledge development purposes. The Management of the banks in all 
three cases were of the belief that the use of ICT supports knowledge development. Non-
managerial bank staff in all three cases likewise have a positive perception about the use of 
ICT for knowledge development purposes.  However, key concerns about the development of 
ICT driven knowledge development initiatives which could affect adoption of the ICTs were 
expressed by the non-managerial staff. These included, management support, consultation in 
the development phase of the knowledge development initiatives, integration of knowledge 
development strategies into the staff processes and increasing awareness activities among the 
staff. The recommendations indicate a need for the institutions to drive knowledge management 
in general in the institution, which will in turn help foster knowledge development initiatives 
fully. Another recommendation concerning the design of knowledge development initiatives is 
the need to involve the targeted staff more fully. Yet another strong recommendation was the 
need to blend knowledge development initiatives into the work processes of staff and ensure 
active support by management. 
 
 
Key Terms: Knowledge, knowledge development, knowledge economy, knowledge 
workforce, perceptions, Information Communication Technology (ICT), ICT Adoption 
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CHAPTER ONE: INTRODUCTION 
 
1.0 Introduction 
Banks increasingly find themselves exposed to the pressures of operating in the global market 
due to trends such as globalisation and networking. Bourini et al.(2013) suggest that banks are 
exposed to competition from other banks. This competition is the main pressure that the banks 
now have to deal with. Although banks need to stay abreast of the major developments in their 
sector (Chigada 2014) , innovation emanates from  the application of knowledge in the banks. 
In an effort to drive efficiency, the banking sectors’ investment in human capital is proven to 
deliver efficiency and value creation (Goh 2005; Holland 2010). The considerations of the 
value of knowledge in practice is observable in the failed banks during the 2001-2007 period 
in the United States. Evidence to the UK Treasury Select Committee in 2009 revealed that 
much of the available prior knowledge on organisation, intermediation, markets and risk was 
ignored in the failing banks during the period (Holland 2010). The latter investigation shows 
the value that banks stand to gain from the use of knowledge. By exploring the cases in which 
knowledge was not applied to the benefit of the organisation.   
 
Knowledge, by nature, is dynamic and thus in knowledge organisations there is a need to 
continuously drive to improve processes and update knowledge over time (Dawson et al. 2000). 
While these views show the need for knowledge and its development, literature on knowledge 
development in Namibian banks is largely non-existent. Chigada (2014) shows that knowledge 
management in general is not well understood in selected South African banks. Namibian 
banks have a very well developed infrastructure, in particular Information Communication 
Technology (ICT).  This puts Namibian banks in a very favourable position to benefit from 
their investment in ICTs for the development of knowledge among staff. The lack of literature 
discussing the use of ICTs for knowledge development and the views of the banking sectors’ 
staff on the use of ICTs for knowledge development motivated the need for this study. 
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The possibilities abounding in technology today allowed this study to explore the penetration 
and relationship between ICTs and knowledge development in banks. It is a crucial avenue for 
such a developing nation and for such insights to exist for potential investors in the country as 
well as for informed decision-making and initiatives such as training provision going forward. 
The qualitative nature of the study was envisioned to offer an opportunity for individuals to 
freely express themselves concerning their interaction and thoughts about ICTs and offer new 
and deeper understanding of the Namibian workforce and ICTs.  
 
1.1 Background and Context of the Study 
Namibia is a geographically large country on the south-western coast of Southern Africa. The 
country is made up of  a market economy and is rich in natural resources while also having a 
relatively strong public administration (World Bank 2014). The country’s economy is highly 
dependent on the global commodity cycle (Standard Bank Namibia Limited 2010, p.2).  The 
Namibian economy has recorded satisfactory and sustained growth since independence. 
General economic growth has been 3percent on average while inflation has remained low at 
single digits, on average, during the period (Ministry of Finance 2011, p.8). Most of Africa’s 
people live in rural areas where agriculture is the main economic activity (Tiamiyu et al. 2011).  
The latter also applies to Namibia, where cattle and sheep-raising dominate agriculture, and the 
country also has one of the richest potential fisheries in the world (Isaacs 2007, p.2).  The 
country is described as having a favourable political and regulatory environment (Bilbao-
Osorio et al. 2013; Singh 2014), a situation that would offer good investment opportunities and 
economic growth prospects. The government of Namibia strongly believes in the value that 
ICTs offer to citizens but grapples with a number of challenges in ICT development such as 
education, computer and information literacy (Singh 2014, p.211). However, this situation is 
likely to change due to factors such as the emergence of policy frameworks, the evolution of 
networks and perhaps, most importantly, the growing commitment to ICT in education on the 
part of government leaders (Farrell & Isaacs 2007). 
 
Namibia needed to adjust its local policy and operation to meet and sustain its economic 
viability due to the global recession experienced in the developed nations. It should be noted 
that the potentially negative impact of the recession ought to be the lost trade from the 
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developing world to advanced economies; and capital inflows and remittances to the 
developing world from the advanced economies (Nomaan 2009). In such a miasma of haste 
and realignment of activities,  the government of Namibia is actively transforming the economy 
into a knowledge-based economy (Office of the President of Namibia 2004; National Planning 
Commission 2012a). Learning and knowledge have attracted increasing attention as a result of 
claims that knowledge-intensive industries are now at the core of growth (Smith 2002). 
 
In order to harness the potential of knowledge-intensive industries, developing economies have 
always attracted the interest of researchers seeking to identify possibilities, variances and 
inimitableness of the economies.  The focus of such research has been on governance and 
production capacity enhancement targeting the support of societal needs. Namibia’s Third 
National Development Plan (NDP3) and Namibia’s Fourth National Development Plan 
(NDP4) are examples of such research influencing government policies.  Yet, another 
application for such research focus has been that of investor exploration.  Namibian examples  
are the analysis of the ICT sector of Namibia by Calandro, Moyo, Gillwald & Stork (2010), 
and the labour related studies by Namibia Statistics Agency (2013). 
 
The ICT infrastructure in the country is currently well developed and an independent report by 
Manufacturing Consultancy Services ( 2006) describe an advanced ICT infrastructure outlook 
as far back as 2006.  Thus, one can argue that technology integration into contemporary society 
and business operations is a clear reality in Namibia. This has arrived at the backdrop of 
government spearheaded legislative processes to promote ICT in the country since the early 
1990s (Coetzee 2007).  
 
Banking institutions in particular form part of what DemirgÜÇ-Kunt (2012) depicts as the 
financial system in a region. This is because they contribute directly to the economic 
development of an area through managing the distribution of finance in the region (Federal 
Reserve Bank of San Francisco 2001). One can thus argue that the Namibian financial services 
sector plays a highly pivotal role in the country’s economy and its behaviour is fundamental in 
discussing the progression of Namibia’s economy.  
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Although the Namibian government is steering towards a knowledge based and technology 
driven nation with the heavy investment in technology (National Planning Commission 2008), 
the country faces numerous challenges. Some of the typical hurdles that Namibia faces that are  
similar to other developing countries are the lack of a skilled work-force, the need for foreign 
direct investment and unequal distribution of wealth among residents (Selmani et al. 2011; 
African Development Bank (AfDB) 2014). Blankley & Booyens (2010) argue that a skilled 
workforce is the most critical component of knowledge economies. In addition, Namibia has 
an active corporate segment, which includes multinational companies. These multinational 
companies have local presence but are linked permanently to their host country (Manufacturing 
Consultancy Services 2006). It means therefore that they have access to critical resources such 
as knowledge, information processing services and even finance (Minbaeva 2007).  
 
Blankley & Booyens (2010) argue that a skilled workforce is the most critical component of 
knowledge economies. Namibia has an active corporate segment, which includes multinational 
companies. These multinational companies have a local presence, but are linked permanently 
to their host country (Manufacturing Consultancy Services 2006). The three major Namibian 
financial institutions, namely, First National Bank (FNB), Standard Bank Namibia (SBN) and 
Nedbank (NB) form part of the multinational institutions in the banking sector. The link to 
offshore knowledge gives Namibia an opportunity to develop its knowledge-base in different 
sectors through networking and sharing of resources. Okeahalam & Adams (2000) show the 
strength of the ties between the local SBN , FNB, NB and their South African (SA) partners 
when they describe the Namibia-based banks as merely branches of the parent banks in South 
Africa with critical decisions being made by staff in SA who possess the knowledge. The 
potential of the three foreign banks to transfer skills to their Namibian entities is also argued 
by Okeahalam (2008). “a foreign entrant might be able to employ knowledge assets from 
headquarters at a very low marginal cost and hence be very efficient…”(Okeahalam 2008, 
p.946). These arguments provided the basis of the selection of the three multinational banks in 
this study. Considering that the skills gap in developing economies like Namibia, is a major 
hindrance for developmental initiatives (Fuente & Ciccone 2002; Nour 2014) multinational 
organisations have an opportunity to intervene. These organisations can thus become the 
critical drivers of knowledge development in developing economies through their ability to 
import knowledge. The significant role that foreign banks play in the transfer of skills and 
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knowledge to their Namibian counterparts prompted the need to understand the knowledge 
development initiatives of the above-mentioned cases 
 
1.2 Theoretical Framework 
The three banks chosen for this study have invested heavily in ICT to perform their daily 
operations. One reasonable assumption would be that in the development of critical skills, ICT 
plays a major role in the knowledge transfer process. This would require an investigation of 
the factors which impact the adoption and use of technology for their knowledge development. 
Technology adoption theories like the Unified Theory of Acceptance and Use of Technology 
(UTAUT) and the Theory of Planned Behaviour (TPB) help us understand the driving factors 
behind the human choices of tools to support their functions. The UTAUT theory points to the 
factors that determine behaviour of  a person to be directly aligned to expectations the 
individual develops in relation to that behaviour (Davis 1989; Bradley 2009). A critical analysis 
of the adoption patterns of knowledge development strategies shows how theories such as the 
Theory of Planned Behaviour (TPB) explain individuals’ adoption patterns in knowledge 
development. The latter theory also places emphasis on the perceptions of the individual about 
the strategies to be applied prior to the adoption of the said strategy (Ford 2006). Perceptions 
therefore play a crucial role in determining the behaviour of staff when designing knowledge 
development strategies. This drives the need to focus on the perceptions of the role of ICTs in 
the knowledge development activities of the banking sector of Namibia. 
 
The study of the banking staff perceptions of the role of ICTs in knowledge development is 
undertaken using the extended Activity Theory (AT) posited by Engeström & Kerosuo (2007).  
AT “ is a general theoretical framework for the analysis of human and communal action in the 
world and it provides accounts where both individual and collective activities can be seen to 
flow into one another by operating with a number of different units and level of analysis” 
(Kaptelinin & Nardi 1997, p.189). The unit of analysis in AT is defined as “object-oriented, 
collective and culturally mediated human activity or activity system”(Engeström et al. 1999, 
p.9). AT allows us to understand the “relationship between the individual and social levels in 
the objects to be studied especially in situations where there is a need to grasp emergent features 
in individual and social transformation”. 
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One of the key research objectives is to understand the factors that influence ICT adoption for 
knowledge development. AT provides the means of understanding the adoption of ICT for 
knowledge development in more detail. This is achieved by breaking apart the entire adoption 
process into the finer details of the sub-routines that the user undergoes through the entire 
adoption process. Furthermore, AT allows the study to be grounded in the broad context and 
capture the adoption process as socially situated rather than simply evidenced in actions or 
performance. Kuutti (1995) posits that human activities are “not static” and will change 
constantly. The author emphasizes that human action is a result of a succession of processes, 
conditions and mapping of performance continuously as the human action itself is undertaken. 
A perspective such as the latter gives value to understanding user adoption of specific ICT tools 
by offering not just a linear view of ICT adoption but expressing the underlying routines, 
artefacts and considerations that banking staff undertake through the adoption process. 
 
By depicting the adoption of ICT by bank employees as an activity system, AT provides the 
lens through which the dialectical relationships between the different actors and artefacts that 
influence the adoption of ICTs can be studied. This investigation into human behaviour 
concerning the adoption of ICT takes cognisance of the basic nature of human behaviour. That 
is to say “human behaviour is endlessly multifaceted, mobile, and rich in variations of content 
and form”(Engeström et al. 1999, p.20). This study used the expanded activity triangle 
conceived by Engestrom (1987) which is depicted in figure 1 below. 
 
 
 
 
 
 
 
Figure 1.1 Engestrom’s Expanded Activity Theory Model 
Instruments, 
Mediating artefacts 
Subject Object 
Rules 
Community 
Division of Labour 
Outcome 
Tools 
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Research informs us that most theories depicting human action focus on the single action 
neglecting the effect of the context of the individuals (Mursu et al. 2007; Kaptelinin & Nardi 
2012; Ditsa 2003). AT presents human action as purpose-driven (outcome in Figure 1) with 
the influences between a series of critical components which are denoted as nodes (artefacts, 
subject, community, rules, division of labour, object) being determinants of the outcome 
(Kaptelinin & Nardi 2006). The outcome is, thus, the course of action the user will undertake. 
Other theories such as Actor Network Theory (ANT) or the theory of Distributed Cognition 
(DC), while being applicable in the context of this study, offer less value in the identification 
of the perceptions and factors influencing staff adoption of ICT tools. For instance, Law (1992) 
believes that ANT does not believe in the distinction of the individual and the mediating 
artefacts or each having unique influence in the course of action. This view contradicts the 
research’s position, which essentially is, to understand the influences in the individual that 
determine the adoption of ICTs in knowledge development. 
 
In AT “tools, or artefacts, include instruments, signs, language, machines and computers” 
(Hashim & Jones 2007, p.3). In this study, the tools would be the various ICT devices used for 
knowledge development activities. The subject, being the individual, undertakes the activity 
and the other individuals who influence or may affect the subjects undertaking of the tasks 
forming the community. In this study, the subject would be the managerial and non-managerial 
staff.  The rules form “ both explicit and implicit norms, conventions and social relations” 
(Kuutti 1995, p.25) that influence the undertaking of the action influencing both the subject 
and the community. The rules in this study would be the norms, conventions and social 
relations that impact the adoption of ICTs for knowledge development activities. In each work 
environment where the subject exists there may exist established distribution of roles in, for 
example supervisors, managers etc. All these nodes may influence the object, which “ can be 
a material thing, but it can also be less tangible (like a plan) or totally intangible (like a common 
idea)” (Kuutti 1995, p.24). In this study, the object would be knowledge development. 
The arrows in figure 1 indicate the reciprocal relationship among the components. There are 
three mutual relationships between the subject, object and the community:  
1. the relationship between the subject and object is mediated by the tools;   
2. the relationship between the subject and community is mediated by rules; and  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3. The relationship between the community and the object is mediated by the division 
of labour.  
 
Mediation is another aspect that the AT depicts. This takes place between the components of 
the activity system through third parties (Kuutti 1995). For example, introducing the 
community and mediating artefacts such as rules and the division of labour that AT can depict, 
shows how human action is affected by social influences. This is because the subject will 
pursue the objective yet through the influence of the mediating factors the outcome can be 
impacted according to the response of the subject to these mediating factors. 
 
1.2.1 Applying the Activity Theory to Bank Staff 
In the banking sector, the development of activity systems helps to approach the adoption of 
ICTs for knowledge development clearer. The Bank Staff are viewed from the process of 
adoption of ICTs to aid the development of knowledge. This can be best represented as 
shown below. 
 
 
 
 
 
 
 
 
Figure 1.2 ICT adoption for knowledge development by bank staff. 
 
Hardware, Software, Services 
Bank Staff Knowledge 
Development 
Strategy 
Policies 
Standards 
Bank Managers 
Bank Staff 
Training Developers 
 
Supervisory Roles 
Advisory Roles 
 
Use ICT Tools 
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This study focused on the relationship between the subject and object mediated by tools. The 
analysis of this relationship using interview data is discussed in detail in chapter 5. 
 
1.3 Definition of Key Terms 
Information Communication Technology(ICT): ICTs are a family of electronic technologies 
and services used to process, store and disseminate information, facilitating the performance 
of information-related human activities, provided by and serving, the institutional and business 
sectors as well as the public-at-large (Cohen et al. 2002). 
ELearning: Extensive computer and Internet- based method for a company’s training and 
development policies (Comacchio & Foscari 2005) citing  (Piskurich 2003). 
Knowledge: A fluid mix of framed experience, values, contextual information, and expert 
insight that provides a framework for evaluating and incorporating new experiences and 
information (Davenport & Prusak 1998, p.4). 
Explicit knowledge: Knowledge that is easily codified into text, diagrams and so on (Nonaka 
1991). 
Tacit knowledge: An idiosyncratic, subjective, highly individualised store of knowledge and 
practical know-how gathered through years of experience and direct interaction within a 
domain  (Mostert & Snyman 2007). 
Knowledge development: A phenomenon wherein actions lead to knowledge acquisition, 
information distribution, shared meaning, and achieved  memory in the supply chain (Hult et 
al. 2004). 
Knowledge economy:  Production and services based on knowledge-intensive activities that 
contribute to an accelerated pace of techno- logical and scientific advance as well as equally 
rapid obsolescence (Powell & Snellman 2004, p.201). 
Perception: the understanding or beliefs surrounding a particular aspect or object(Davis 1989). 
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1.3 Statement of the Problem 
The Namibian banking sector is a vibrant, globally linked segment of the employment market. 
The sector operates in an economy guided by legislative policies that favour technology and 
knowledge creation.  The level of investment in ICT infrastructure from both the public and 
private sector perspective of Namibia was to play a role in abating the skills shortage faced by 
the national and private institutions.  In addition,  the use of the advanced ICT networks and 
the multinational banks may enable knowledge transfer into the local market and foster 
knowledge sharing to develop the  local market (Li, Brake, Champion, Fuller, Gabel & 
Hatcher-Busch. 2009), thereby driving service delivery and strategy in the local Namibian 
banking sector.  
  
 
Despite these opportunities for knowledge transfer in the local market and heavy investment in 
ICT, the critical skills gap in the banking sector still exists (Okeahalam & Adams 2000; 
Ministry of Finance 2011). This, combined with the limited studies done in this area, show the 
need for an understanding of the dynamics that are at play in the use of ICT to facilitate 
knowledge development. These dynamics can be best understood through the perception of the 
banking staff because Minbaeva ( 2007) argues that knowledge transfer is based on the 
knowledge disseminator and knowledge receiver.    Therefore, the staff’s perceptions of the 
ICTs in place, and value that ICTs offer in knowledge development in order to understand the 
adoption of ICTs in the knowledge development initiatives are needed. 
 
By focusing on the three multinational banks in the country, Standard Bank Namibia, FNB 
Namibia and Nedbank, this study conducted an in-depth study of the role that technology plays 
in knowledge development of the Namibian workforce in banking institutions.  
 
1.4 Research Objectives 
The central objective underpinning this study was to determine the role of ICT in knowledge 
development in Namibian financial institutions. The study is further guided by the following 
sub-objectives:  
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1. To determine the perceptions of banks about knowledge development using ICTs 
in Namibian financial institutions. 
2. To investigate and establish the extent to which ICTs are applied in the 
development of knowledge in Namibian financial institutions 
3. To identify the fundamental dynamics at play in the use of ICTs for knowledge 
development purposes in Namibian banking institutions. 
 
1.5 Research Questions 
The main research question that the study sought to answer was:  
What is the role of ICT in knowledge development in Namibian financial institutions?  
In order to undertake the study and thus answer this question effectively, the following sub-
questions needed to be answered: 
1. What are the perceptions of banks about knowledge development using ICTs in 
their institutions?  
2. To what extent are ICTs applied in the development of knowledge in Namibian 
financial institutions 
3. What are the fundamental dynamics at play in the use of ICTs to solicit and share 
knowledge on work related matters? 
 
1.6 Research Paradigm 
The research was anchored in a qualitative foundation that leverages its effectiveness on the 
flexibility in design, the social cultural focus and unique case orientation among other things 
(Christensen et al. 2010). “Qualitative studies typically focus on individuals, dyads, groups, 
processes or organisations”(Patton 2002, p.33). To express the role that ICT plays in 
knowledge development in the Namibian corporate segment, focus needs to be on the opinions 
and perceptions as well as other knowledge derived from the Namibian corporates and 
individuals in the investigation. A qualitative research paradigm was adopted to extract the 
individual participants’ views and context rather than setting out to test predetermined 
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hypotheses (Carter & Miles 2007).  The focus on human subjects to extract their views and 
considerations would best be undertaken through a qualitative investigation. One overall reason 
for studying users’ perceptions of how ICT influences their work is that it helps to associate 
the factors and processes that intervene between ICT investments and their realisation. 
 
1.7 Research Methodology and Methods 
The research was descriptive in nature as it sought to express the insights into the role that ICT 
currently has in mainstream knowledge development in corporate Namibia. An assessment of 
literature on ICTs reveals that they are commonly described as being synonymous with 
progress in business, social and economic fronts (Office of the President 2004; Ghosh & Ghosh 
2009; Kearns 2010; Edwards & Finger 2007) but these studies are seldom based on  
Naturalistic inquiry described by Patton (2002) . The latter was one crucial characteristic 
utilised in order for the research paradigm to answer the research questions. In general, 
literature points to opportunities existing in the use of ICTs in the corporate segments for 
business process support and also advocates for a knowledge economy (Office of the President 
of Namibia 2004; Prakash 2005). If we consider the following: 
a. Firstly, the research needed to be conducted in a manner that respects and focuses a 
great deal on the context of the participants to gain full understanding and placement 
of findings. Patton ( 2002) describes this idea as context sensitivity of research and 
attributed such a characteristic to the nature of qualitative research approaches 
involved.     
b. Secondly, taking cognisance of the fact that when collecting and analysing data, the 
objective of seeking insights into the possible role of ICT will typically involve a 
continuous attempt to understand the participants’ subjective perspectives and 
interpretation. This interpretive characteristic is one that Christensen et al. (2010) 
highlight as a major component of qualitative research paradigms.  
 
It was from the assessment of the above-mentioned factors that a case study research design 
was identified as a means to help maintain the aims and approach of the entire investigation at 
hand. A case study according to Yin (2009:18) “is an empirical inquiry that investigates a 
 13 
 
contemporary phenomenon in depth and within its real-life context”.  Based on the multi case 
option explained in (a) above, the research made use of three cases from institutions whose 
employees, due to the nature of their work, are exposed to ICTs on a large scale.  
 
The researcher needed to utilise data collection techniques that cater for the expression of and 
collection of user knowledge, perceptions and feelings about ICT in the work domains in 
Namibia. The use of semi-structured interviews gave the researcher the ability to encourage 
response or participation of the research subjects to the data collection activity (Walliman 
2011). The limited time available for participants to focus entirely on the interview was one of 
the main drawbacks of this data collection method. The researcher converted interview 
questions to open-ended questions in a questionnaire as a measure to cater for situations in 
which the participants had limited time and flexibility to fully participate in interviews. 
Questionnaire administration was reserved only for scenarios whereby the selected participants 
were not able to complete or undertake the interviews in a manner that would affect the validity 
of the data. 
 
1.8 Significance of the Study 
Given the level of capital investment needed for ICT infrastructure, skills development and 
legislative input in Namibia, it is important to offer feedback and assessment of the status and 
perceptions from the target population about how ICTs influence knowledge development. 
More so because of the limited studies undertaken in the Namibian context as well as the 
approach of the Namibian Vision 2030. The latter being the time when the government aims 
to have completed moving the nation to a knowledge based economy and advancing the skills 
level of the general populace. Such insight offers possibilities to undertake further research into 
the best-fit strategies for training and employee development initiatives, application of specific 
technologies and quantitative investigations into ICT penetration and marketing avenues in 
Namibia. In addition the research was also intended to  reveal fundamental opportunities for 
further research in areas of knowledge development using technology as well as human capital 
knowledge development initiatives. The study further helps to understand the relationship 
between ICTs and how knowledge is developed within financial institutions. 
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1.9 Limitations of the Study 
The qualitative research paradigm guided the effective achievement of the intended research 
aims but various contentious issues were expected to arise or affect the research beforehand.  
It is of utmost importance to note that the subjective and attention-demanding nature of the 
research made it difficult to administer interviews over a large group of participants. A case 
study research therefore suited the research design. This research design involved in depth 
involvement in the context (Marshall & Rossman 2011), which meant great concentration and 
focus on particular groups and thus limited the experiences and findings to those identified in 
the cases/interviewees.  
  
1.10 Outline of Thesis 
Chapter One: This chapter introduces the study, describing the context, objectives, research 
questions and limitations of the study. 
Chapter Two: This chapter defines ICTs, exploring their impact on business and relevance in 
the banking sector.  The ICT landscape of Namibia is presented, in particular the adoption of 
ICT in the banking sector is presented. 
Chapter Three: This chapter draws attention to the aspects of knowledge, defining knowledge 
and its application to business and the banking sector. This chapter links ICT and the 
knowledge development process.  
Chapter Four: This chapter describes the research methods used in the study. The chapter 
further provides the rationale applied in selecting the methodology as well as the case selection 
and data collection instruments applied to support the study. 
Chapter Five: A detailed presentation of the results of the study is given.  
Chapter Six: Involves the analysis of the findings in relation to the research objectives in 
chapter one and the literature reviewed in chapter two and three. The chapter provides a 
conclusion to the study, implications and recommendations for further study. 
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1.11 Summary 
Chapter one presented the background to the study showing the need to explore and understand 
the knowledge development and the ICT landscape of the Namibian banking sector that enjoys 
advanced ICT investments. The context revealed that despite the heavy investment of ICT in 
Namibia’s banking sector and the link to multinational organisations, the banks have not 
fulfilled their potential to the local knowledge base of staff.  
 
This led to the choice of multi-case study, which looked at the perceptions of staff in banks 
about ICTs in knowledge development as well as the dynamics that influence the adoption of 
ICT for knowledge development in three Namibian banks namely, FNB, SBN and NB. Though 
many factors can influence the adoption of technology, this study focused on how the 
perceptions of banking staff influence the adoption of ICT for their knowledge development 
initiatives. In keeping with the qualitative nature of this study, all attempts to achieve the 
research objectives and answer the research questions were done through the voices of the 
various role players. Interviews were used to collect the data and in situations where 
participants were unable to partake in an interview, the interview questions were converted to 
an open-ended questionnaire which some respondents had to complete. 
 
The significance of this study to the banking sector in the Namibian context is also explored 
and the limitations highlighted. This chapter concluded by outlining the structure of this thesis. 
Upon successfully setting the context, background and rationale of this study, attention is 
given, in chapter 2, to the need to assess the literature on ICTs in the banking sector and 
understand how they interlink with knowledge development processes.  
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CHAPTER TWO: INFORMATION AND 
COMMUNICATION TECHNOLOGIES 
(ICT) 
 
2.0 Introduction 
ICT and knowledge are themes that have dominated recent business performance reviews with 
ICTs setting the pace of business for many industries globally, in recent years. Kevin et al. 
(2013) for example believe that ICTs have transformed the way banks work and increased 
competition among different institutions. Developing nations have not been excluded from the 
ever-expanding noose of influence of knowledge and ICTs in their development agenda. With 
ICT expanding access to information, deepening and broadening knowledge and driving the 
country into the digital age (Shahin 2012, p.3) in countries like Egypt , its influence appears to 
be evident and significant.  
 
Literature on development studies asserts that ICT integration into economic and business 
activities drives the process of transition of developing countries to becoming knowledge 
economies(Salman et al. 2013; Todtling et al. 2011; Prakash 2005). Namibia, through its 
policies and legislature from the government and strategic planning offices, highlights and 
incorporates knowledge and ICT development for its transition to a knowledge economy 
(Office of the President of Namibia 2004; National Planning Commission 2011). The 
Government of Namibia publishes these documents with the understanding that ICT 
integration is part of the knowledge economy that the government envisages for the country. 
Piget & Kossai (2013, p.330) agree that the ICTs are the main engines of growth in the 
knowledge economy. This view is echoed in Namibia institutionally as well, “ICT offers the 
potential to transform society, improve our mutual understanding, and eliminate power 
differentials” (National Planning Commission 2012a, p.72). Financial sectors are seen as one 
of the avenues to promote this growth in Namibia (Bank of Namibia 2001, p.10). It is argued 
that this can only be achieved by understanding the relationship of ICT to knowledge 
development in Namibian financial institutions. 
 17 
 
The objectives of this study are to determine the perceptions of banks about knowledge 
development using ICTs in the institution, investigate and establish the extent to which ICTs 
are applied in the development of knowledge in Namibian financial institutions and identify 
the fundamental dynamics at play in the use of ICTs for knowledge development purposes in 
Namibian banking institutions. The literature review discussed in this chapter will inform the 
achievement of the above-mentioned objectives by establishing the relationship between ICTs 
and knowledge development by focusing on literature defining ICT and describing the role that 
ICT plays in the banking sector. This chapter will further explore the Namibian landscape as it 
pertains to ICT and the perceptions around the use of ICTs as a factor that influences knowledge 
development in banks. This focus will also give an understanding of the critical factors 
influencing the adoption of ICT in knowledge development.  
 
2.1 Defining ICTs 
Research has not been lacking in words to explain what ICTs are, as well as the fact that they 
have made a great impact on business and society (Akinsola 2005; Aleke et al. 2011). In order 
to establish the influence of ICT in organisations, it is important to have a working definition 
of ICT around the themes of ICT as devices, ICT as a service and as a system. These themes 
are important due to the fact that ICT is a broad term requiring varying considerations from 
application to function (Zuppo 2012).  
 
2.1.1 ICT as devices 
One view of ICT focuses on the hardware associated with ICT. “The primary definition of 
information and communication technologies revolves around the devices and infrastructures 
that facilitate the transfer of information through digital means” (Zuppo 2012, p.12). In this 
case the definition emphasizes on ICTs being devices that perform computation and more than 
likely draw the reader into thinking that ICTs are essentially computing devices. The researcher 
does acknowledge though, that the breadth of definitions of ICT vary according to areas in 
which the ICTs are applied, thus concurring with Cohen et al. (2002) who maintain that there 
is need to adopt a flexible approach and to view all information or (tele) communications 
technologies as elements of the ICT sector. Further agreement between what the scholars put 
forward according to Cohen et al. (2002) is highlighted in the understanding that there is a need 
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for a broader view of ICTs.  The defintion of ICT as devices discussed here is considered too 
limited for this study thus a look at how ICTs as a service is warranted. 
 
2.1.2 ICT as a service 
A common practice among researchers is to define ICTs in relation to information related 
services that they offer. One aspect of ICTs is its “effect in facilitating the processing and 
transmission of information”( Fabiani, Schivardi & Trento 2005b, p.227). Yet another aspect 
of ICT is its use for collecting, storing, editing and passing on information in various forms 
through various media (Kabanda, 2008). Though the defintion  of ICT as a service is considered 
more comprehensive than the defintion of ICT as a service, it omits the central role ICT plays 
in an information system. The information can then be used to develop knowledge, giving value 
to individuals. This necessitates a further look at a definition of ICT that is more holistic. 
 
2.1.3 ICT as a system 
To define ICT only according to  the services it provides is considered technocentric, and thus 
fails to capture the role it plays in an information system where it is defined by its value to the 
user and norms surrounding its usage. Such a central role calls for a more holistic view of ICT 
as provided by Cohen et al. (2002, p.34) who state that “ICT is a collection of technologies and 
applications which enable electronic processing, storing and transfer of information to a wide 
variety of users or clients”. This view presented by Cohen et al. (2002) above is in contrast to 
the argument put forward earlier by Zuppo (2012). While both definitions  make reference to 
ICT infrstructure,  Cohen et al. (2002) takes a broader view of ICTs , choosing to also refer to 
services and processes that come with the infrastructure as part of what ICTs are.  
 
The definition put forward by Cohen et al. (2002) offers value to the following study. “ICTs 
are a family of electronic technologies and services used to process, store and disseminate 
information, facilitating the performance of information-related human activities, provided by 
and serving, the institutional and business sectors as well as the public-at-large”(Cohen et al. 
2002). For purposes of this research the definition put forward by Cohen et al. (2002) will be 
adopted as it encompasses the concerns of context and  actual components(objects) that 
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constitute ICTs while bringing out the essential elements of human support that all technologies 
are hinged on. From this definition of ICT, the impact of ICT on banking can now be explored. 
 
2.2 Impact of ICT 
Kabanda (2008) explains that the emergence and convergence of ICTs has remained at the 
centre of global socio-economic transformation. Therefore businesses have been experiencing 
various impacts on their social and economic arena due to the use of ICTs. ICT adoption and 
use of new ICTs has a great impact on job performance, managerial control, and organizational 
structure (Kim & Crowston 2011) hence the background behind assessing these impacts is 
essential. 
 
In the 20th century, gathering from the views of literature (Masutti 2001), ICTs can well be 
considered to be one of the most significant developments in business. In other words few other 
developments have gained such positive reviews as ICTs in business or have received 
significant investments as those in ICTs. This impact has been felt in the banking sector as 
well. ICTs are part and parcel of the modern day bank, having been embedded into bank 
operations (Abubakar & Tasmin 2012). ICT supported services  like electronic banking have 
transformed the nature of financial transactions around the world yet more and innovative 
applications of ICTs have been observed in the banking sector. Smart cards, office banking, 
mobile banking and internet banking are further examples of  ICT-based banking services that 
highlight the impact that ICTs have had on the banking sector (Agbolade 2011b; Rajesh & 
Palpandi 2015; Kabiru & Farouk 2015). 
 
2.2.1 The challenge in expressing the impact of ICTs 
It is crucial to explore the challenges in assessing the impact of ICTs in order to understand the 
factors that influence an organisation’s choice to invest or not invest in ICTs. For instance, if 
the investement in ICTs by an organisation will lead to the “creation of tangible and intangible 
value”(Binney et al. 2007, p.284), then it behoves the organisations to consider how best to 
explain to shareholders the benefits of investing in ICTs.  Organisations should further consider 
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how they will monitor the value from the investment in ICTs. These are not easy questions to 
answer.  
 
Expressing the impact of ICTs explicitly seems to be a challenge for most researchers. To put 
it into context, should business implement specific ICTs ? There does not seem to be clear 
business value addition or loss that ICTs would bring about. The term “potential” benefit of 
ICTs appears to frequently preceed the  benefits or drawbacks that ICTs have. For instance “a 
growing body of literature views ICTs as having the potential to improve the productivity of 
small and informal businesses” ( Deen-Swarray, Moyo & Stork 2013, p.57). This point is 
evident in a study undertaken by Arvanitis et al. (2013) where they state that ICTs have a great 
“potential” to improve the efficiency of the established business processes of firms. The use of 
the term “potential” seems to come about due to the fact that the effects of ICTs on businesses 
are actually dependant on further factors and not just the implementation of a particular ICT in 
the business.  
 
The benefits or drawbacks that ICTs offer to an organsation can thus be determined by the 
specific needs for which they were implemented, with limited ability to generalise these 
benefits or drawbacks. This is shown by Brynjolfsson and Hitt (2000a) when they explain that 
the impact of ICTs on businesses is based on various other factors in the business. One factor 
they discuss is the ability of managers to design systems that can leverage the potential offered 
by ICTs.  It means that organisations would need to develop a complimentatry set of actions, 
decisions and resources to enable the full exploitation of ICTs for the intended benefit. “The 
economy wide benefits of the new General Purpose Technologies (GPT) depend on the 
adoption process of the technologies” (Fabiani et al. 2005). This is another factor that is 
important in determining adoption. This revelation further emphasises the point that supporting 
processes related to technology adoption, rather than the technologies themselves, affect the 
adoption process. If ICTs are deployed to add value in an organisation. It can thus be concluded 
that the presence of ICT in an organization does not guarantee this creation of additional value. 
Other factors surroundng the implementation of these ICTs have a bearing on the process of 
creating value with these ICTs.  
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Yet another reason why ICTs’ impact on businesses is hard to express may be due to the fact 
that it is very hard to express the business value lost or gained due to the failure to evaluate 
those ICT projects that have been undertaken.  According to Gichoya (2005) citing DeLone 
and McLean (1992, p.65) evaluating ICT projects may be daunting and sometimes subjective 
because of the qualitative methodology applied allowing users to express their own bias in the 
data they provide. Andresen, Björk and Betts (2000) also agree to this difficulty in evaluating 
ICT projects and highlights that “evaluation, which was considered as difficult in the data 
processing era, has become even more problematic in the “information age” as IT systems have 
grown”. While giving us the importance of evaluation of IT systems, Andresen et al. (2000, 
p.59), clarify the challenge in evaluating ICTs when they state that “the difficulty in evaluation 
centres on the fact that both costs (particularly intangible costs) and benefits are difficult to 
quantify”. 
 
The discussion so far points to the need for an evaluation of the impact of ICT in the processes 
of organisations. Given the heavy ICT investment in the banking sector, this would be deemed 
necessary especially in developing countries where there is a scarcity of resources. As noted 
earlier, studies that have looked at the use of ICTs in business rarely address the aspect of 
evaluation of the impact of these ICTs more so in the banking sector. Considering the broad 
applications of ICTs in the banking sector and the challenges in assessing such a broad 
spectrum of applications, this study focused on evaluating the use of ICTs in the specific area 
of knowledge development. Aside from the difficulty of assessing the impact of ICT on 
businesses, there are potential positive implications that businesses experience due to ICT 
integration and this will be explored in the next section. 
 
2.2.2 The potentional value of ICT integration 
In an attempt to express the value of ICTs, Kabanda (2008) highlights in his research that the 
advent of ICT provides opportunities to communicate, share and collaborate on projects to 
achieve common business goals. Although similar positive views exist in literature about ICTs 
in banks, it is important to note that literature also highlights the difficulties in the quantifying 
of costs and benefits of ICTs monetarily in a business. This difficulty occurs because some of 
these costs and benefits are hidden and therefore not easily identifiable (Andresen et al., 2000). 
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Thus establishing the impact that ICTs have on modern business can be a very rhetorical 
activity lest substantiated by observable outcomes. Suffice to say, these intangible benefits are 
critical, based on the needs of most organisations for improvements in areas such as efficiency, 
innovation and knowledge development in the knowledge economy. 
 
One observable positive outcome of the use of ICTs is information access. This has been shown 
to provide opportunities that the organisations can use to increase productivity. In the analysis 
of E-Business and the  South African automotive components industry by Moodley (2002) the 
researcher highlights the point that information flow is a crucial mechanism for organisations 
to consolidate their value chain’s connectivity between organisations and suppliers. This 
consolidation is fundamental for “the long term survival” of organisations (Moodley 2002, 
p.124). This means that the ability for organisations to streamline their information flows for 
efficiency, leads to the improvement in the realisation of business opportunities. ICTs are 
further implied to be an aid to collaboration and information sharing  by Torres-Coronas & 
Arias-Oliva (2005) driving the different activities along the organisation’s business process 
line.  
 
Also in relation to information, it must be noted that while ICTs make it possible to share it, its 
quality is crucial. Meaning that the value information has in activities such as decision-making 
also relies heavily on its quality. Turban et al. (2008) add that organisation management 
decision making processes, require speed and accuracy in the  modern competitive era, thus 
the use of ICTs would help in processing and storage of information required in decision 
making, thereby enabling quality decision support and speedy computation. This point is 
further advanced by Birchall & Giambona (2008) who maintain that where firms make good 
use of ICT to support decision making, networking and to increase flexibility, a positive impact 
on productivity was observed in operational performance in the firms. 
 
A crucial aspect that businesses need in order to remain competitive in the global market is the 
need for differentiation of products and services. Turban et al. (2008) call for competitive 
strategies such as new product development and product differentiation to be in place if 
businesses wish to stay competitive. However, one can argue that new product development 
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and service differentiation, which are competitive strategies, come about from innovation. 
Described as the modification or radical shift of processes by Du Plessis (2007), innovation is 
important due to rapid change in taste and preferences of the customer of emerging and 
developed markets (Akram, Siddiqui, Nawaz, Ghauri & Cheema 2011, p.123), this trend has 
been observed in banks as well.  
 
In Kenyan banks, Humphrey et al.(2013) observe that the banking firms increasingly use ICT 
to enhance and/or enlarge the scope of their products and services. The pressure experienced 
from competition for clients and product differentiation is another aspect experienced in the 
banking sector like other business sectors. Penetration of the customer-base through online 
services is yet another important benefit of using ICTs in banks although this is dependent on 
internet penetration (Abubakar & Tasmin 2012; Nawafleh 2015). The increased volume of 
services the banks could offer per given time and the offering of comfort for the customers in 
various locations appears to be the reason why researchers believe that ICTs are enhancing 
customer service delivery (Abubakar & Tasmin 2012, p.84). The assumption therefore is that 
ICTs bring relief to the customers undertaking banking services and helping to reach out to a 
larger customer-base. Though the desktop study by Abubakar & Tasmin (2012) may have 
limited applicability in developing countries like Namibia because it is based on a different 
context (developed countries such as the USA and Australia), its recommendations can be used 
in this study on the Namibian banking sector to compare the findings and thus add to the body 
of knowledge in the two contexts of a developed nation and developing nation. 
 
The key argument here is that innovation processes are strongly shaped by the knowledge base 
(Tödtling, Lengauer & Höglinger 2011, p.1246), knowledge integration processes and 
knowledge management capabilities of a firm (Akram et al. 2011, p.125). Akram et al (2011) 
conclude that ICT factors help the organization to find out and manage the organizational 
knowledge, which in turn increases the organizational knowledge assets and capabilities 
(p.132). This fact supports the argument that ICTs offer a positive impact on the potential of a 
firm to innovate and increase competitiveness through supporting organisational knowledge 
assets. Innovation itself is thus one of the expressions of the knowledge position of an 
organisation. In Namibia, SBN Holdings Limited (2014) presents their belief in the 
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contribution of ICT to innovation as they highlight that their investment in technology will lead 
to efficiency and innovation once the implementation period is completed. The Namibian 
market thus shows an appreciation of the potential contribution of ICT in innovation and 
potentially, efficiency. Despite this seemingly shared view in the Namibian banking sector, it 
is still clear that there is a lack of discussion or presentation of the perceptions of staff in the 
banking sector. On the basis that bank reports represent an organisational view, an indepth 
study focusing on individuals’ perceptions is thus neccessary.  
 
Aside from the role that ICT plays in innovation, ICT is also seen to be a tool to overcome the 
cognitive limits that may restrict an individual’s problem-solving capability and computation 
(Turban et al. 2008). In the banking sector, processing vast amounts of data daily, extracting 
information and turning it into knowledge in these huge databases that banks work with, it 
would be nearly futile if it were not for ICTs. Tools such as Big Data allow the banks to manage 
the high data volume, variety and velocity that was pedicted to be a challenge in business by 
Laney (2001). Srivastava & Gopalkrishnan (2015) argue that financial trading analysed over a 
given period reveals vast amounts of information that banks can leverage for their benefit and 
their customers benefit. ICTs are thus shown to be the tools of choice to help banks analyse 
transactions and data of a high volume, velocity and variety. In the Namibia banking sector, 
FNB Namibia Holdings (2012) attributes its financial position to its financial and computer 
system which are said to provide accurate reliable and up-to-date information.  
 
Abubakar & Tasmin (2012) suggest that in order to achieve optimum desired processes from 
ICTs, advanced information systems and control mechanisms are essential. ICTs have shown 
to significantly cut the costs of financial transactions through electronic banking over networks 
such as the Internet(Ho & Mallick 2009; Muhammad et al. 2013). Product delivery methods 
have moved to the virtual space reducing costs for banks and clients. Humphrey et al.(2013) 
describe services offered by Kenyan banks, such as telephone banking, Automated Teller 
Machines (ATMs), Internet banking and electronic money as innovative product and service 
delivery methods that ICTs have enabled banks to cut their costs and costs customers incur in 
undertaking banking activities. “Low value-added transactions through the online channel, 
while focusing their resources into specialized, high value-added transactions through 
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branches” (Ho & Mallick 2009, p.211). This reinforces another factor that has motivated the 
use of ICT in business especially its potential to lower the transactional costs through a reduced 
supply chain for the organisations as evidenced by the case study of the impact of ICT on 
agribusiness in Nigeria (Aleke, Ojiako & Wainwright, 2011). The cost reduction benefit of 
ICTs is also suggested by research on the banking sector. For instance Kabiru & Farouk (2015) 
explains that cost savings attributed to ICTs maybe observed in areas such as payroll with 
Krishna & Campus (2015) suggesting that the efficiency brought about by ICTs in undertaking 
processes within the banks is what leads to the cost savings. 
 
Stream-lining bank activities through the use of ICTs to provide automation and information 
services enables banks to bring ease and convenience to customers and internal information-
needy activities (Basweti et al. 2013; Hilal 2015). This in turn leads to efficiency and in the 
execution of previously manual tasks that Hilal (2015) describes as tideous. Bank management 
has described these manual processes as a real handicap in their operations in previous studies 
Hilal (2015). The implementation of ICTs has also been commended with driving higher 
efficiency in information sharing and exchange in banks (Leow & MacLennan 2000; Krishna 
& Campus 2015). In some instances , ICT has not just improved process efficiency, it has 
allowed new processes to be developed in the form of diversified processes for example, 
Internet banks distribute insurance and securities as well as banking products (Krishna & 
Campus 2015, p.55). Literature therefore creates the view that ICTs may not just improve the 
efficiency of processes but may lead to the creation of new processes under new banking 
models. 
 
ICTs have acted as change agents in the introduction of different banking services, bringing 
services such as cell phone banking, Automated Teller Machines and eBanking in the 
Namibian banking sector. Kevin et al. (2013) describe ICTs as having brought about more 
competition between banks and other organisations through the new service offerings such as 
eBanking. Kevin et al. (2013)  further argue that these new ways of banking have been the 
proponents of the advancement of ICT systems in banks and have made banks leaders in 
technology adoption. While it presents the view that ICT advancement itself is spurred by its 
own applications in the banks, a critical point also presented is the impact that technology has 
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had on bank operations. It is thus noted in this study that ICTs have the ability to change roles 
and processes undertaken by staff within banks.  
 
Hashim (2007) explores the realisation of opportunities that ICT brings through the notion of 
competitiveness in the global market being aligned to employee preparedness for the 
knowledge economy. Hashim (2007) singles out IT as an important tool in meeting this 
challenge of preparing employees for the knowledge economy. Any discussion on the impact 
of ICT on business is not complete without addressing the social value derived from the use of 
ICTs in organisations and one particular area where ICT adds social value to an organization 
is in its potential to provide social inclusiveness to people with disabilities (Nkansah & Unwin 
2010). It must however be noted that ICTs can transform the lives of people with greater 
disabilities vastly more than they can assist those who have fewer disabilities (Nkansah & 
Unwin, 2010). ICTs therefore offer inclusiveness internally in the banking institutions and the 
same inclusivity is applicable outwards, to the clients of banks. 
 
Although having established the vast opportunities for ICTs to make a positive contribution to 
areas like information sharing, collaboration, innovation, efficiency and knowledge 
development on businesses, there are nonetheless potentially negative implications that 
businesses experience due to ICT integration and these are explored in the next section.  
 
2.2.3 Potential negative implications of ICT integration 
Supported by the positive impact that ICTs potentially have, banks would therefore be in line 
to reap great rewards from the implementation of ICT driven systems. However, it goes without 
say that challenges may arise through the implementation of ICTs. Abubakar & Tasmin (2012) 
warns that despite the positive contributions ICTs bring, a lack of understanding of ICTs 
themselves and the banks operating environment before-hand may render the ICT initiatives 
unsuccessful. In a broader perspective, ICT, deregulation and globalization in the banking 
industry would reduce the income streams of banks and thus their strategic responses, 
particularly the trend towards internal cost cutting, mergers and acquisitions which are likely 
to change the dynamics of the banking industry (Abubakar & Tasmin 2012). The highlight in 
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the scholar’s statement seems to imply a shift in organisational culture or structure. This is 
arguably difficult to declare as positive or negative but would have to be left to the discretion 
of the specific organisation. For example, if the introduction of ICTs leads to the change in 
business processes and automation of some tasks the employees whose duties maybe 
automated may find this as a negative consequence yet the savings the organisations may make 
through the automation maybe positive to the organisation itself. Impacts from an ICT 
application that are perceived as benefits for one work group can also be perceived as 
disadvantageous for other groups (Jacobsson & Linderoth 2012, p.341) . 
 
Abubakar & Tasmin (2012) further highlight that the quality aspects of online banking services 
are important in order for the successful implementation of ICTs for the convenience of the 
customer. While quality is important in all design processes, this research argues from the angle 
that these design and quality demands in the development of ICTs for the banking sector 
describe it as a tedious process requiring highly specialised skills (Riyadh et al. 2009). These 
demands can be a great challenge in a developing country such as Namibia that typically 
struggles with the lack of skilled personnel. 
 
Poorly developed business applications, entrants of new competitors, new business models and 
innovation of ICT applications are some of the challenges that ICTs can pose to the banking 
sector (Abubakar & Tasmin 2012). Given the high level of dependency on ICTs in the banking 
sector, it is surprising that literature is relatively silent on the challenges in the use of ICTs in 
the sector. This study supports the view that Abubakar & Tasmin (2012) take regarding the 
understanding of the negative implications of ICT integration and addresses this by focusing 
on how ICT impacts the operations of the banking sector.  
 
A critical consideration in the deployment of ICTs is the cost factor of the ICTs. The drive to 
implement and focus on the positive contribution leads a lot of literature to give minimum 
focus on the area of costs that ICT comes with. Krishna & Campus (2015) choose to minimise 
the impact of costs of ICT in banks by discussing that traditional banking models would be 
more expensive than implementing a technology-based banking model. ICTs may also bring 
about risks in the sensitive banking sector from multiple possible sources. SBN Holdings 
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Limted (2014) identifies threats from cybercrime and fraud as areas in which the banks may be 
left at risk over ICT platforms.  
 
Having established the impact of ICT on business in general, the focus will now turn to the 
impact of ICT on Namibia and the impact of the perceptions of ICT on knowledge 
development. 
 
2.3 Namibia’s ICT Landscape 
It has been argued that the backbone of knowledge economies is ICT, thereby warranting a 
closer look at the ICT penetration in Namibia and how it is being used to drive the development 
of the country.  
 
2.3.1 ICT Penetration in Namibia 
Namibia boasts great milestones in investment in ICTs. Isaacs (2007) describes Namibia as a 
pioneer in the field of ICTs in the fields of education and national policy while Manufacturing 
Consultancy Services (2006), in their investment investigation, prefer to describe the ICT 
landscape in the country as fairly advanced although limited to the developed areas like the 
towns and metropolitan areas. Government publications boast  extensive mobile network 
coverage and a fully digitised telecommunications network (Government of Namibia 2013). It 
would only be fair, therefore, to describe the ICT landscape of the country as well-developed 
but, in so doing query the explicit role of ICT in this drive to develop a knowledge-based 
society in Namibia. This question finds relevance due to the fact that the bulk of Namibia’s 
workforce is based in the “developed areas” which Manufacturing Consultancy Services 
(2006, p.5) have identified as home to advanced ICT infrastructure. Developed areas refer to 
cities and towns or urban areas of Namibia. 
 
Though the developed areas in Namibia have advanced ICT infrastructure, the rate of ICT 
adoption in Namibia is not discussed in detail in literature. Iyambo (2012, p.25) declares that 
one of the “deficiencies” that hinder Namibia’s competitiveness, among other things, is the 
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lack of innovation and technology advancement. Adoption of new technology such as the 
internet and mobile technology also revealed scope for improvement to increase productivity 
(Ministry of Finance 2012). In the midst of these general reviews by the governing institutions 
in Namibia, the innovation and technology in the financial sector of Namibia is described as 
an emerging path in recent years by the Ministry of Finance (2013).  
 
The level of technology usage in the financial services sector is also attested to by the Bank of 
Namibia (2001, pp.37-38) which states that “the Commercial Banks in Namibia use a very high 
level of information technology. This is attributed to the strong links to the South African 
banking system hence technology advancements stream from that country”. Another 
supporting view-point states that Namibia’s close economic and historical links to South Africa 
means that its telecom market is one of the most developed on the continent (Isaacs 2007, p.4). 
This observation highlights the following: 
1. the level of advancement of ICTs in general in the Namibian market and, 
2. the domain of influence being South Africa’s ICT advancements  
 
Highlight (1) above contrasts the view of Levine et al. (2001) that the Namibian economy as 
“technology deficient” (p.36) . Highlight (2) emanates from the fact that the Bank of Namibia 
(2001) describes the advanced ICT as limited to just commercial banks. This however contrasts 
with Isaacs (2007)’s assertion that these advanced ICTs exist across Namibia’s entire 
telecommunication services. Figure 2.1 below extracted from Gillwald & Town (2012, p.17) 
can be interpreted to support this notion as it depicts household internet connectivity in 
Namibia to be second only to South Africa with 11.5% of households having internet 
connectivity in 2012. 
  
 30 
 
 
 
 
 
 
 
 
 
 
 
 
 
Figure	2.1	Percentage	of	Households	with	Internet	Connection	(Gillwald	&	Town	2012,	p.17) 
The difficulty in extracting the true description of ICT penetration in Namibia becomes clear 
from the contrasting reports presented. On the one hand, Iyambo (2012), Bilbao-Osorio et al. 
(2013) and Office of the Prime Minister (2014),  portray ICT penetration as being limited in 
Namibia while other findings (Isaacs 2007; Manufacturing Consultancy Services 2006; 
Gillwald & Town 2012) point to relatively advanced ICT presence in the country. One possible 
reason for this discrepancy could lie in the sample groups used in the findings by the researchers 
who present ICTs as having a high level of penetration in Namibia. It is generally accepted that 
ICT penetration is higher in urban areas and if the findings were based on data from these areas 
it would naturally paint a picture of high ICT penetration. In this study, the position of the Bank 
of Namibia (BON), that ICT penetration in most banks in Namibia is high, is thus adopted. 
 
It would be logical to thus conclude that Namibia has a fairly advanced ICT infrastructure in 
the urban areas from the arguments presented thus far by literature. Government is also putting 
in place policies to help spread the level of ICT penetration as shown by the recently published 
e-Government Strategic Action Plan which will be discussed next.  
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2.3.1.1 e-Government in Namibia 
The ability to achieve significant, shared and sustained gains from joining the networked world 
(Office of the Prime Minister 2014) is what the government of Namibia hopes to attain through 
implementation of e-government. The underlying principle in Namibia’s context of developing 
e-Government is the enhancement of service delivery by government. E-government has the 
potential to help build better relationships between the government and the public by making 
interactions smoother, easier, and more efficient (Zarei, Ghapanchi & Sattary 2008, p.200). 
The notion of e-government is a progressive move in the face of earlier mentioned challenges 
in ICT adoption in the country.   
 
The “average rating” on e-Government readiness (Bilbao-Osorio et al. 2013, p.233) awarded 
to Namibia, is in relation to policy, access, content, capability and willingness. These factors 
are significant because, for example, creation of a portal or web pages and connecting people 
without technology considerations, and the insufficient infrastructures are inappropriate (Zarei 
et al. 2008) as they hinder the actual access, usage and capabilities of e-government platforms. 
Overall, Namibia is making headway in the development of e-government and the policy in 
place suggests that the need to shift towards a knowledge economy is one of the benefits that 
e-governments will afford the country. 
 
Having established an understanding of the role ICT can play to drive the development of a 
country; the focus will now shift to the role perceptions about ICTs play in knowledge 
development initiatives. This aspect is argued to be crucial as perceptions can influence the 
acceptance and use of ICT, thus impeding the country’s efforts to transition into a knowledge 
economy. 
 
2.4 Impact of Perceptions on ICT Adoption and Knowledge Development 
As established earlier, wherever they are applied, ICTs are generally viewed as having the 
potential to offer a positive impact on economic activities.  Fabiani, Schivardi & Trento (2005) 
posit that the positive association between ICTs and economic  gain was observed in the past. 
The researchers list the 1990s as the period when widespread consensus was observed about 
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the positive relationship between ICTs and economic growth, “US firms took advantage of a 
series of innovations in micro-electronics and IT” (Fabiani et al. 2005, p.225). The literature 
review has further shown us that ICT positively affects all processes associated with modern 
day banking (Luka & Frank 2012, p.145) . While this study concurs with the literature’s views 
that ICTs can lead to reduced transaction costs and access to markets (Fabiani et al. 2005, 
p.228), the fact still remains that adoption is the primary stage preceding releasing such 
benefits. This necessitates a closer look at the factors that influence the adoption of ICT. 
 
Research by Straub (2009) on individuals’ computing adoption processes through individuals’ 
computing models concludes that technology adoption is a complicated process and 
individuals’ adopting a particular technology actually develop perceptions that in turn affect 
their adoption of the technology. In addition to that, the authors literature also states that 
cognitive, emotional and contextual matters will need to be taken into account throughout the 
adoption process (Straub 2009, p.645). 
   
It is important to note that literature does not just present perceptions of ICTs as the only 
determinant of ICT adoption. Zhang & Gutierrez (2007, p.228), for example, conclude that 
peers and motivational elements applied to the individuals are very influential to the adoption 
of ICTs, while Straub (2009) posits that organisations may interlink ICT services in order to 
positively affect the adoption process. The key element in the latter research though is arguably 
an intention to affect the perception of the individual towards the technology thus highlighting 
further the value of perceptions in the adoption process of ICTs. This is the position that this 
study focuses on. 
 
Perceptions of individuals and organisations are thus an important part of understanding 
adoption patterns of ICTs.  Zhang & Gutierrez (2007, p.223) discover that in their research, 
there is consistent agreement  in literature that the perceived usefulness of a technology is the 
most influential factor on the attitude of users towards ICTs . Leading to the further deduction 
that perceptions that individuals have about ICTs have a direct impact on the individuals’ usage 
of the ICTs. 
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This point is further supported by technology acceptance models which focus on the factors 
which impact the acceptance and adoption of technology. A closer look at the models such as 
the Technology Acceptance Model (TAM) (Davis 1989), its derivative the Unified Theory of 
Acceptance and Use of Technology (UTAUT) (Venkatesh et al. 2003) and the Theory of 
Planned Behaviour (TPB) (Ajzen 1991) reveal some key features. All three models share a 
rather striking similarity in their underlining factor: individuals’ perceptions and their effect on 
undertaking an action, in this case the acceptance and adoption of ICTs.   
 
In the TAM model, Davis (1989) uses perceptions of individuals as predictors of their use and 
adoption of information systems. The researchers specifically describe perceived usefulness 
and perceived ease of use in their study.   In the UTAUT  model (Venkatesh et al. 2003) single 
out four bases of individuals’ acceptance and usage behaviour: performance expectancy, effort 
expectancy, social influence and facilitating conditions. A significant finding from their study 
is the discussion of the underlying constructs for each of these determinants. Performance 
expectancy is described as having its constructs in perceived usefulness, effort expectancy has 
its constructs in perceived ease of use and facilitating conditions have Perceived Behavioural 
Control as some of their constructs (Venkatesh et al. 2003, pp.448-454). The emphasis on the 
value that individuals’ perceptions have is maintained even in the UTAUT. 
 
Using multiple studies, Ajzen (1991) applied the TPB as a means of predicting the intentions 
and behaviour of individuals in different settings.  As a rule, the stronger the intention to engage 
in behaviour, the more likely the behaviour is to occur. It should be clear, however, that a 
behavioural intention can find expression in behaviour only if the behaviour in question is 
under volitional control (Ajzen 1991, p.181). TPB in Figure 2.2 presents the elements, attitude 
towards the behaviour, subjective norms and perceived behavioural control as elements that 
shape the intention and just behaviour of an individual. 
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Figure 1.2 Theory of Planned Behaviour (TPB)(Ajzen 1991, P.182) 
 
ICT affects all processes associated with modern day banking (Luka & Frank 2012).  Like 
Namibia, Tanzanian and Nigerian banks are described as having invested heavily in ICT 
infrastructure and personnel over the years (Agboola 2007; Basweti et al. 2013). Literature 
highlights some of the potential benefits of ICTs (Palvalin et al. 2013; Ghosh & Ghosh 2009; 
Warkentin & Beranek 1999; Sampson et al. 2002; Bruque et al. 2009): These include: 
 Support in undertaking routine tasks: this is in reference to repetitive tasks that involve 
minimum complexity. 
 Information sharing and faster data processing: transfer of information from amongst 
peers and performance of complex computations at a faster rate. 
 Information visibility and accessibility: increased pool of resources and partnerships, 
the greater amount of relevant information (Ministry of Regional and Local 
Government 2008). 
 Cost savings in training and information provision:  expenses incurred in the transfer 
of creation and transfer of information or training can be minimised through the use of 
ICTs (Kinnie & Arthurs 1996)and (Flanagan & Marsh 2000) . 
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 Flexibility in training delivery: This means that training can be offered with less 
limitations, for example, the connectivity offered by solutions like eLearning facilitate 
remote learning from home (Comacchio & Scapolan 2004) 
Given the above-mentioned advantages, one can argue that in order for organisations like 
the banks to benefit from the heavy investment in ICTs, the adoption of technology is 
crucial.  Two other areas where organisations like banks can reap the benefits of ICT are 
described below: 
 Effective and sustainable knowledge management: ICTs enable the essential activities 
in knowledge management like the collection, organisation, dissemination of data as 
well as the exchange of information, ideas and insights (Phang & Foong 2010; 
Jasimuddin & Zhang 2011).  
 Knowledge sharing: ICT support is generally effective in making explicit knowledge 
readily available in databases for decision-making (Phang & Foong 2010a, p.33) 
 
The role of ICT for effective and sustainable knowledge management and knowledge sharing, 
further drive home the point that its adoption is a necessity for bank’s knowledge development 
activities. It can be argued that a negative perception of ICT could prevent the successful 
adoption of ICT which will thus hamper the knowledge development activities of any 
organisation. 
 
Despite the strong relationship between user perception and adoption of ICT shown by the 
technology adoption models and TPB, limited research has been conducted to study this 
dynamic in the banking sector. This situation persists regardless of the fact that the user is the 
one making use of the technology in the banks. This study aims to address this gap by focusing 
on how the perceptions of employees influence the use of ICT to develop knowledge.  The 
impact of perceptions on the use of ICT for knowledge development is thus discussed from 
both the individual user and the organisation’s perspective. 
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2.4.1 Organisational perceptions of the use of ICTs for knowledge development 
Issa & Haddad (2008) highlight that organisations are notably positive that ICTs assist in their 
knowledge development initiatives but also proceed to highlight that ICTs may not be able to 
encourage or foster the knowledge development initiatives. In other words, ICTs would 
therefore have value in supporting the processes involved in knowledge development but not 
necessarily be able to motivate the occurance of these processes. This  idea is not in isolation 
though, literature is awash with theoretic perspectives of a positive view of the ICT and 
knowledge development relationship (Carneiro 2001; McLean 2005). This positive 
relationship is due to the contributions of ICTs towards knowledge development namely the 
support for information sharing and, the effiecient storage and retrieval of information 
(Edwards et al. 2005; Chigada & Ngulube 2015) among other things. Researchers believe that 
“…technologies embodied in user interfaces, computer memory and databases (knowledge 
bases) have evolved , and they are now capable of increasing the intellectual capital” (Carneiro 
2001, p.362), thus emphasising the belief that organisations have in the potential value found 
in possessing knowledge. 
 
A more detailed account of using ICT to support knowledge exists in studies on banks in South 
Africa. Chigada & Ngulube (2015) found that a higher percentage of staff believed in the use 
of traditional knowledge development strategies though the use of the internet and intranets 
was rated second best to other methods. Although this study suggests a strong belief in the 
value that ICTs provide to knowledge development, its focus on  management (middle and 
executive level) does not speak fully to the banking sector as management represents a small 
portion of the banking  sector’s staff leaving the opinions of the larger group of non managerial 
staff relatively unvoiced. The absence of the views of the non-mangerial staff on this issue can 
also be noticed in the study conducted by Issa & Haddad (2008). However, both studies show 
that organisational perceptions are important considerations in determining the ICT adoption 
capabililites.  The quantitative study by Issa & Haddad (2008) further emphasises this point by 
stating that organisational culture plays a significant role in how the groups will perceive ICTs 
meaning that the collective view of ICTs by the organisation potentially influences the 
perceptions of individuals within the organisation. For this study, such a deduction offers great 
insight and guidance in establishing the  factors that influence the adoption of ICTs in 
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knowledge development. In addition, by using a qualitative approach, this study is able to study 
these factors in depth. 
 
2.4.2 Individuals perceptions of the use of ICTs for knowledge development 
In presenting his view of knowledge creating firms, Nonaka ( 1991) describes knowledge 
creation patterns as involving and being dependent on how employees internalize the 
knowledge. This view sets the tone for the study at hand by emphasising the importance of 
individuals’ views in knowledge development initiatives.  
 
The limited analysis of individuals’ perceptions of the role ICT plays in their personal 
knowledge development activities brings considerable thought to the process of ICT 
implementation in knowledge initiatives. One of the challenges that Palvalin et al. ( 2013) 
describes is the difficulty in quantifying the benefits from the use of ICTs in knowledge 
development. This is partly due to the tacit nature of knowledge as well as the difficulty in 
aligning personal (individual) knowledge with specific intervention that may have been 
undertaken. This reason does not shed much light to the understanding of the user’s 
perceptions, leaving instead, a gap in literature on ICT and knowledge development from the 
perspective of staff members in organisations. 
 
Throughout the following section, the importance of perceptions is emphasised in studies that 
were reviewed due to the view that perceptions have important weight in the choice of action 
of individuals or organisations.  The next section explores the extent to which these perceptions 
influence the use of ICTs for knowledge development activities. 
 
2.5 Impact of Perceptions on using ICT for Knowledge Development Activities 
2.5.1 Impact of perceptions on skills development using ICT 
An interesting observation in the adoption of ICTs to support knowledge development is 
posited by Chinn & Fairlie ( 2010). These scholars discovered, among other things that the 
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younger population generally identifies with the higher usage of PCs, especially for educational 
purposes.  This observation had also been discovered by Bruque, Moyano & Eisenberg ( 2008) 
in the study of ICT adoption.  These studies bring out a view that ICT adoption for learning 
purposes seems to be influenced by the age of the individuals.  
 
Based on the empirical study of the perceptions of students in a tertiary institution regarding 
the use of eLearning, by Yaghoubi et al.(2011); valuable insights into the general view of 
individuals in a developing nation about ICTs use in knowledge development can be tabled. 
The value extracted from such a position is that the individual’s views are a key consideration 
in the adoption and usage of ICTs.  Positive perceptions of the individuals using ICTs such as 
eLearning for training are attributed to convenience of time and space, ease of updating 
information and the quick access to information which is used for knowledge development. 
Narrowing the focus towards the perceptions of individuals about the use of ICTs in developing 
knowledge, the pro-technology position of academics and technology inclined researchers 
show in literature. For instance, Punie ( 2007) avers that ICTs give rise to new opportunities 
for learning and acquiring new digital skills and competences that are necessary for 
employment, education and training, self-development and participation in society. These 
opportunities can be realised by individuals whose view on the use of ICTs is also positively 
inclined. 
 
If the benefits of ICTs listed above are associated with motivating learning, then positive 
individual perceptions of ICTs in supporting knowledge development would be expected. 
Sampson et al. (2002) elucidate knowledge development in the knowledge economy as 
requiring personalised, just in time learning initiatives in order to meet the needs of individuals. 
Employees engage in learning depending on the approach used and personal goals and interests 
(Geertshuis & Fazey 2006) as well as through interaction with peers and problem solving 
activities (Birchall & Giambona 2007). The assumption would thus be that an environment and 
the tools that facilitate the mentioned activities of interaction and active learning directly 
contribute to the development of knowledge in the organisation. Taking a lead from literature, 
learning as a process of modern day organisations, and the discussion of learning in 
organisations are always intertwined with knowledge development (Li et al. 2009; Newman & 
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Newman 2015). Learning itself is a fundamental practice in a knowledge intensive firm that 
applies knowledge to enhance individuals’ capabilities while also helping to further develop 
knowledge (Sloman 2005)  (Mishra & Bhaskar 2011). Sloman (2005) posits that learning itself 
is related to knowledge development. This proposition therefore drives the view that tools such 
as ICT can help facilitate learning. This in turn contributes to the knowledge development 
initiatives in the organisation. Although there are limited reviews of ICTs supporting learning 
in the banking sector, one of the established benefits ICTs provide is access to information 
which in turn may help the knowledge development process through learning and application 
by staff in the banks. Although discussing the benefits of eLearning and if it should be applied 
to the banking sector, Kendler (2004) also presents this as an advantage of ICT. 
 
If organisations “ensure that employees have access to adequate computer technology and the 
Internet, it would enable access to needed information in a timely manner”(Li et al. 2009, 
p.348). The potential therefore exists for ICT to support knowledge development through 
learning support in the banking sector, but instead the literature provides views from the 
organisations perspective or the technology providers leaving a gap in the knowledge on the 
views of the individuals using the technologies.  
 
2.5.2 An overview of ICTs and knowledge development processes 
Literature offers limited qualitative studies undertaken on the perceptions of general users in 
the use of ICT, to support their knowledge development needs. It has also been expressed that 
technology has modified how people relate to the social and natural world affecting the 
relationship that people have with knowledge (Jaros 2009). The Namibian banking sector also 
does not exist in isolation from society. Banking staff as members of the broader society are 
also influenced by the trends in their society in relation to knowledge development. 
 
Expanding on the discussion on learning as a means to develop knowledge, it is put forward 
that the attitude towards an application of ICTs is one of the most important factors to consider 
when developing eLearning solutions (Yaghoubi et al. 2011). Earlier research by Minbaeva 
(2007) has shown that individual employees’ attitudes are a factor which they describe as 
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“willingness and ability” towards the sharing of knowledge. This “willingness and ability” 
factor has an impact on the overall knowledge transfer within the firm. Majchrzak et al (2013) 
later expressed the importance of the “knowledge senders” perception of knowledge being 
shared through Wikis .  
 
Phang & Foong’s (2010) analysis of Malaysian accounting firms reveal that big financial firms 
have established policies and knowledge sharing through ICTs but concedes that this is not 
reflected in the same way in the smaller auditing firms in the same industry. As individuals 
tend to respond similarly when in the same environment, the nature of the organisation is of 
critical importance. This brings rise to the idea of organisational culture and its influence on 
knowledge development practices. Scaduto et al. (2008) posits that the institutional culture 
should enable the sharing of knowledge through training and development activities. 
 
ICTs’ relevance in the transfer and sharing of knowledge appears to be limited in expression 
in literature and most of the studies leave a deductive approach to concluding whether ICTs 
are relevant or not.  One example of the limited studies in research is the study undertaken by 
Issa & Haddad (2008) which uncovers that ICTs are actually facilitators of  the sharing of 
information but are silent about their function in the sharing of knowledge offering the opinion 
instead, that knowledge sharing  is a social process that will always take place even without 
technology. The gap that exists in literature is in the expression of the value of ICTs in the 
knowledge development process from the organisational and individual perspective ( Mason 
& Pauleen 2003). 
 
2.6 Summary 
This chapter highlighted and expressed the defining elements of ICT through the system, 
service and component view in order to express what ICTs are. In the same light it was observed 
that literature abounds with studies on the impact that ICTs have on organisations in various 
sectors including financial institutions. It is important to note though, that what comes out 
strongly is the fact that ICTs impact is not easily expressed or discovered due to the non-
quantifiable contributions that ICTs make in organisations. ICTs have also become 
synonymous with aiding the delivery of information in the knowledge economy agenda thus 
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giving room to discussion on their role in knowledge development due to the potential value 
they bring to knowledge activities such as knowledge discovery, knowledge sharing and 
dissemination. 
 
The chapter uncovered how much of a variance exists when it comes to the implications of 
ICTs in the banking sector. Process efficiencies, cost savings, information provision and 
support for innovation are some of the key benefits the banking organisations associate with 
ICTs. It is also noted that these positive offerings may have the potential to give a positive 
relationship between ICTs and knowledge development processes in financial organisations in 
Namibia as the financial organisations are attested to have significant advanced ICT presence. 
The cost implications and quality demands in the implementation of these ICTs in the banking 
sector are also revealed as challenges that ICT brings about. While the potential to benefit exists 
from ICT, it was agreed that the measurement of the value that ICT brings may not be 
demonstrated easily in monetary terms and the same benefits cannot always be generalised to 
all contexts including knowledge development. 
 
The chapter also revealed the limited academic research on Namibia and ICT penetration in 
the country. The governing institutions in the country and financial services sector show great 
emphasis for the perceived value that ICTs offer to the organisations and their productivity yet 
little emphasis is shown in practice by general users as literature is mostly confined to 
institutional opinions. This reveals a gap in literature for the exploration of the perceptions and 
practices of individuals on the use of ICTs in knowledge development. The exploration of the 
perceptions of stakeholders in Namibian banks is therefore an essential research focus in order 
to address these gaps in literature. 
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CHAPTER THREE: KNOWLEDGE 
DEVELOPMENT 
 
3.0 Introduction 
The aim of this chapter is to discuss the role ICTs play in the development of knowledge by 
analysing the perceptions of the banking sector. Literature observes that business performance 
was greatly influenced by the level of commitment of physical effort to productivity in the 
Agrarian Economic era and the Industrial economy period (Blankley & Booyens 2010).  Since 
the advent of ICTs, economies are now increasingly moulded by and dependent on access to 
and manipulation of information (Cooke & Leydesdorff 2006; Rao 2009). The notion of the 
knowledge economy seems to be coming about due to some underlining push factors, one of 
which is the  knowledge intensity of mode and economic activities (Kefela 2010). Houghton 
& Sheehan ( 2000) argue that information technology is one of the reasons for the increased 
rate of knowledge production and distribution, which leads to a knowledge intensive economy. 
As the amount of data captured per second grows, the processing of data into information and 
its subsequent use as knowledge and distribution of this knowledge also increases. Progress for 
organisations in such an economy is related to knowledge and most economic activity rests on 
knowledge (Clarke & Rollo 2001).  
 
It is not a new idea that knowledge plays an important role in the economy according to 
Houghton & Sheehan (2000). All economies, however simple, are based on knowledge 
(Houghton & Sheehan 2000, p.21) and it is common practice for most literature to advocate 
for the knowledge economy and knowledge development agenda (Du Plessis 2007; Gao et al. 
2008; Chen et al. 2011).  A knowledge economy is one where organizations and people acquire, 
create, disseminate and use knowledge more effectively for greater economic and social 
development (Kefela 2010, p.161).  
 
Knowledge itself is a major component of these economic activities as it is the intellectual 
component of these economic activities. Intellectual property is very important to organisations 
due to the value it brings. That idea according to Houghton & Sheehan (2000) has been a catch 
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phrase in recent times in main line strategic planning processes especially in government (Harbi 
et al. 2011; Banerji & Scales 2005; Sherbourne & Stork 2010; National Planning Commission 
2011; Manufacturing Consultancy Services 2006; National Planning Commission 2012a). It is 
important to examine how the use of ICTs for knowledge development is perceived by the 
Namibian workforce in the banking sector. This is because the Namibian government is driving 
policy and processes that foster the transformation to a knowledge economy through ICT. 
 
This chapter builds on chapter 2, which established the link between ICT and knowledge 
development. By focusing on literature that emphasises knowledge development by defining 
knowledge, discussing the types of knowledge, how ICT impacts the knowledge development 
activities of banks and the importance of a knowledge workforce in knowledge organisations 
such as banks, a clearer understanding of the issues surrounding the use of ICT in knowledge 
development will emerge. This approach will further allow for an in-depth analysis of the 
literature that pertains to the objectives of this study which are to determine the perceptions of 
banks about knowledge development using ICTs in the institution, investigate and establish the 
extent to which ICTs are applied in the development of knowledge in Namibian financial 
institutions and identify the fundamental dynamics at play in the use of ICTs for knowledge 
development purposes in Namibian banking institutions.  
 
3.1 Defining Knowledge 
In the progression towards understanding the role of ICTs and knowledge in organisations, the 
establishment of an understanding of what knowledge is, is an essential starting point. Fayyad 
et al. (1996, p.39) provide a vague description of knowledge as “useful information”. Without 
discussing the context of the term useful in this case, the reader has to assume which 
information is of use.  The description “useful information” can be assumed to stem from the 
view that knowledge is created from data through analysis and interpretation processes such as 
data-driven discovery (Fayyad et al. 1996, p.39). These processes transfer data into information 
and subsequently knowledge through its application by people. Such a proposition creates the 
impression that knowledge exists as an entity distant from humans who are actually the ones 
responsible for its creation. This definition would then be too limited and leaves very little 
understanding of what knowledge really is. Yim, Kim, Kim & Kwahk (2004) present the 
approach proposed by Anderson (1996) to define knowledge. The researchers state that 
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knowledge is either declarative or procedural. Declarative knowledge is factual, implying a 
descriptive explanation, which is called “know-what” (Yim et al. 2004, p.144). This 
explanation however is restrictive in that it does not offer the full application of knowledge in 
practice, for example on the job where action or selection of action in a particular context may 
be required.  Procedural knowledge could be defined in relation to practical application 
whereby individuals’ application of knowledge in manipulating and conducting a situation is 
in itself knowledge (Yim et al. 2004). Such a view is the common societal understanding of 
knowledge. This view is arguably limited in value as a definition of knowledge, because it does 
not account for the aspect of knowledge being declarative. Yim et al. (2004) offer a further 
explanation that the capability to identify and make use of the best possible course of action in 
a situation can be argued to be knowledge in itself. It is hard though to settle only for this 
perspective because the ability to apply knowledge is also based on having contextual mastery 
of the scenario, cognitive understanding and personal willingness or motivation to apply 
oneself (Smith 2001; Liebermann & Hoffmann 2008; Omotayo 2015; Phang & Foong 2010). 
In addition, the social element has been proven not to be dismissible when defining knowledge 
as the cognitive human processes and psychological factors affect knowledge (Nonaka & 
Takeuchi 1995a; Jose 2002; Rowley & Hartley 2008). As such, knowledge is generated when 
we can connect, relate and establish the meaning of the information obtained for subsequent 
action (Phang & Foong 2010a, p.23).  
 
This research concurs with the arguments presented by Nonaka & Takeuchi (1995a) and Jose 
(2002) that the human element cannot be separated or neglected when defining knowledge as 
well as the notion of knowledge constituting both application and content. It is clear that human 
knowledge can be possessed by humans or applied as an element that has its own existence 
separate from the human mental domain. Thus, knowledge should not have a single form but 
should exist in two forms. Another definition IS given by Bennet & Bennet (2004) regarding 
knowledge is that it has the capacity (potential and actual) to take effective action in varied and 
uncertain situations. The emphasis in this definition is the human element because the use of 
the term capacity refers to an individual and, to a certain extent, neglects the content matter.  
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The definition adopted for this research is presented by Davenport & Prusak (1998): 
Knowledge is a fluid mix of framed experience, values, contextual information, and expert 
insight that provides a framework for evaluating and incorporating new experiences and 
information. This definition holds true to the varying views of knowledge as being content and 
application, in other words what Bennet & Bennet (2004) call knowledge (informing) and 
knowledge (proceeding) respectively. In the context of banking institutions, the application of 
knowledge and its existence as insights, routine processes and cognitive reasoning in decision 
making holds true to the varying tasks bank staff undertake on a daily basis (European 
Commission 2008; Abdul-Karim 2011). 
 
A closer look at these variations in defining knowledge reveals a weakness in having a single 
one-size-fits all definition of knowledge. This is because the application of knowledge is 
aligned to the individual applying it. Yet the existence of knowledge in places such as an 
organisational knowledge base refers to an absolute static existence not associated with action 
or application mentioned above as knowledge (proceeding).  
 
This research contends that there are two variations in knowledge’s existence to which Nonaka 
& Takeuchi (1995a) refer to when they cite (Polanyi 1966) the classification of knowledge as 
tacit and explicit knowledge. Tacit knowledge is personal, context specific and therefore 
difficult to formalize and communicate. This type of knowledge is what the scholars, Nonaka 
& Takeuchi (1995a) ,Jose (2002) and Rowley & Hartley (2008) attempt to emphasize and 
describe in their research. The other type of knowledge named explicit knowledge is described 
as knowledge that is transferable in structured language as Nonaka & Takeuchi (1995a, p.60) 
contend and often, it is referred to as “codified” knowledge.  These explanations of the different 
types of knowledge stem from epistemological views of knowledge, epistemology itself being 
concerned with the theories of knowledge. This epistemological view of knowledge and 
explanation is more concerned with the “ absolute, static, and nonhuman nature of knowledge, 
typically expressed in propositions and formal logic” (Takeuchi & Shibata 2006, p.4). In this 
study, the type of knowledge, tacit or explicit, was applied cautiously in order to allow the 
better expression of the personal inclinations of the research subjects in order to extract a more 
profound understanding of the subject.  
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Having established a working definition of knowledge for this study and the type of knowledge 
that the banking sectors need to focus on for knowledge development, the focus shall now be 
on how ICT drives knowledge activities.  
 
3.2 Knowledge Development in Banks 
Knowledge development is a varying process that Bhatt (2000) believes vary considerably 
from one organisation to another. This comes about due to the varying organisational strategies 
that knowledge the support of development processes. Hult, Ketchen  and Slater (2004) explain 
the knowledge development process as a process that involves knowledge acquisition, 
knowledge distribution activities, shared memory and storage of memory from an 
organisational perspective.  The research undertaken adopts a more knowledge oriented 
definition of knowledge development, choosing to describe it as “the process of knowledge 
creation, knowledge adoption, knowledge distribution and knowledge review and 
revision”(Bhatt 2000, p.15). These various processes will be unpacked for a better 
understanding. Knowledge creation is seen as a process dependant on motivational, social and 
cognitive processes in individuals (Nonaka & Takeuchi 1995a; Bhatt 2000; Yim et al. 2004).  
 
In other words, knowledge is a by-product of cognitive processes and social interaction. 
Knowledge adoption on the other hand is a process likened to the acceptance and application 
of knowledge by Bhatt (2000). It involves the use of knowledge. Knowledge distribution 
involves the sharing and dissemination of knowledge across the organisation and notes that this 
maybe a challenging exercise that is affected by factors such as organisational culture (Bhatt 
2000). The final stage of the knowledge development cycle is the review and revision stage 
where continuously repetitive processes of assessing and updating the knowledge are 
undertaken. 
 
Having established the processes involved in knowledge development, the discussion on 
knowledge organisations shall thus be explored. 
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3.3 Knowledge Organisations 
The value given to knowledge further stems from the opportunity it offers organisations to 
derive greater business value (Kefela 2010, p.161). Davenport & Prusak (1998, p.6) argue that 
knowledge can help businesses make wiser decisions such as strategy and distribution channels 
among others. In his analysis of the knowledge gap in Malaysian society, Evers (2003) begins 
by asserting that because of the wide acceptance of the importance of knowledge in modern 
economies, there should be emphasis on the production, dissemination and utilization of 
knowledge in society. Further research by McCann & Buckner (2004) show how Evers’s 
assertion has become a reality by citing multiple industry based surveys from institutions such 
as Ernst and Young  and KPMG human resources consultants supporting the same value for 
and need to utilize knowledge in business. Rao (2009) discussed the same supposition with 
Martins & Martins (2011) focusing on the risk of loss of knowledge yet all the while asserting 
the importance of knowledge in maintaining  a competitive position and customer satisfaction 
for the organisation.  
 
3.3.1 Banks as knowledge organisations 
Defining what the knowledge economy is seems to be a challenge in literature and more often 
literature is limited to just expressing the essence that knowledge-based economies are those 
that make intensive use of knowledge intensive work in order to generate value (Houghton & 
Sheehan 2000; Powell & Snellman 2004). It is essential to understand that a knowledge based 
economy is literally hinged on the use of knowledge as the basis on which value can be acquired 
and also modern business support tools. For the purposes of this study, “production and 
services based on knowledge-intensive activities that contribute to an accelerated pace of 
technological and scientific advance as well as equally rapid obsolescence” (Powell & 
Snellman 2004, p.201) will be the adopted understanding of a knowledge economy. 
 
The Studies by Mokyr (2002) explains that the issue of knowledge in economies is not a recent 
trend and has been there since the beginning of commerce itself. Interestingly, the author aligns 
economic growth with knowledge growth putting emphasis on his view of new knowledge 
being the differentiating factor between different forms of economy and the changes that occur 
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in it (Mokyr 2002). The scholar highlights that although substantial benefits derived from 
technological development in different economic eras, these effects were gradual and thus only 
significant many years past their introduction. Due to the latter assertion, Mokyr (2002) states 
that it is not easily possible to link technological developments with economic growth hence 
focusing more on assessing technological developments against the knowledge possessed by 
society during the different economic phases is more useful.  
 
Shifting back, the focus to the knowledge-based economy agreement is observed in the notion 
that the knowledge economy is not a recent trend as Cooke & Leydesdorff (2006, p.3) also 
support this view and imply that its existence goes as far back as the Karl Marx period. Indeed, 
the arguments are logical in that no economy may exist unless there are a fundamental 
underpinning of knowledge driving decision-making, productivity as well as markets. The 
Industrial revolution or Agricultural revolution were all pinned on the innovations emanating 
from the knowledge possessed at the time, about the societal needs such as food, 
accommodation and employment. The same applies to the banking sector as Holland (2010) 
describes. The researcher believes that the banks that survived the 2007 financial collapse are 
those that had evolved and had their strategic decision-making founded on knowledge built 
over the years through understanding risk management in the markets and evolved banking 
models. The areas in which knowledge is applicable in order to benefit the organisation can be 
described as decision support and innovation support. These is discussed in detail. 
 
3.3.2 Role of knowledge in decision making 
One area that is influenced by the use of knowledge is the essential decision making activity in 
business. Meaning that knowledge did not exist in decision making before but rather, as 
McKenzie, Winkelen & Grewal (2011) reveal, the selection of, application and variation of 
content and process knowledge are hallmarks of quality decision making. Few studies in 
successful organisations and economies reveal the same value of knowledge in organisational 
success as Nonaka & Takeuchi (1995)’s model of knowledge dynamics derived while 
presenting innovation in Japanese firms. Researchers attribute the success of Japanese firms to 
their ability to create and utilise organizational knowledge in order to make decisions. These 
decisions are aimed at solving problems or identifying and exploiting opportunities thus 
ultimately creating value in the organisation. 
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Research outlines the consequences of some of the failures in making use of accumulated 
knowledge in guiding decision making on issues such as the application of risk to banking 
investments and exposure. As discussed earlier, in relation to the banks that failed in the 2007 
financial crisis, banks that did not appear to understand that knowledge about intermediation 
and risk at the level of employee, middle management, top management and the board, was 
deficient struggled with the crisis. This contributed to the failure of their intermediation 
activities (Holland 2010, p.90). The argument raised by the researchers presents the crippling 
result of the failure of the banks to reference the knowledge that has accumulated in the sector 
thus expressing the value of knowledge in decision-making. 
  
The process of decision-making has been documented in literature (Weisbrod & Beckwith 
1992; Nicolas 2004; Dekkers 2011) but this study focuses on the structured approach to 
decision-making coined by  Turban, Leidner, Wetherbe ( 2008) and to which tacit and explicit 
knowledge are essential pillars of the entire process, as shown in Figure 3.1. 
 
 
 
 
 
 
 
 
Figure 3.1: Phases of the decision support  process (Turban et al. 2008) 
 
Phase one involves skimming of the environment with activities aimed at identifying problems 
or opportunities. Phase one would be suited for individuals well versed in the business 
processes and indeed well supplied with information and knowledge from and about the 
PHASE 1 - Intelligence 
PHASE 2 - Design 
PHASE 3 - Choice 
PHASE 4 - Implementation 
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business environment.  Turban et al. (2008) describes phase one as involving continuous 
scanning and the decomposition of complex problems. The next phase is the design phase 
which involves finding or developing as well as the analysis of possible actions identified in 
phase one. This is followed by the choice phase, a processs that is hinged not only on the 
knowledge possesed by the decision-makers but the knowledge developed thus far in the 
decision-making process. According to Turban et al. (2008) the choice phase is the most critical 
of the phases in the decision-making process and from the description the authors give: 
searching, evaluation and recommendation of a solution, is also a knowledge-hinged phase. 
The final phase of the decision making process is the implementation phase which means 
putting the chosen solution into use. A thorough assessment of the phases undertaken shows 
how knowledge from the environment, from the processes and individuals involved leads to 
the value of decisions made.  
 
The discussions offered by Mohsen, Ali and Jalal (2013, p.131) relating to the application of 
knowledge and knowledge management practices show that decision-making in banks is highly 
dependant on knowledge. The researchers point out risk management, marketing management, 
customer relationship management and performance measurement as the areas in which 
knowledge management principles are more strongly applied in order for bank management to 
attain greater outcomes in the decision-making process. 
 
In the decision making process there is continuous reference to both tacit and explicit 
knowledge to support the process. When Nonaka (1991) explains the sharing of knowledge 
between individuals, he highlights this ability to exchange tacit and explicit knowledge  as the 
reason why Japanese firms are good at product development. He thus manages to express 
through examples of the Japanese firms, how excellence and thus success in business is 
achieved through the manipulation of knowledge for eventual decision making. Doucet (2009) 
explain one application of employee tacit knowledge in a bank investment division, whereby 
the employee using their knowledge of the bank’s internal processes , regulatory processes and 
risks in specific regions to communicate with and advise executives on specific investments. 
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Businesses that operate in markets influenced by market forces like Namibia, are bound to 
experience competitive pressure. The decisions made by management in such businesses will 
enable them to win a bigger share of the market and thus be profitable or, in the worst case, 
lose out on the market. Competitiveness is therefore an essential area in which the influence of 
knowledge can be assessed. Considering that according to   Mohsen et al. (2013) banks derive 
greater revenue by improving customer satisfaction and knowledge applied to critical 
operations such as customer relationship management services and risk management. 
 
3.3.2.1 Competitiveness through knowledge 
Resources are an essential element of an organization, more so the awareness, informed use, 
distribution and optimization of these resources. Limitations in human resource mobility, while 
hindering opportunity for employees, offers the potential to contribute to competitiveness 
driven by firm-specific human capital development (Campbell et al. 2012).  However,  another 
factor that Campbell et al. (2012) unbundle, is firm-specificity that leads to greater 
responsiveness to customer needs. Competiveness in the knowledge economy refers to those 
with the capacity to respond timely to customer needs and this involves managing a greater 
amount of knowledge with the intensive use of information technologies (Lundvall et al. 2002).  
The business environment is ever changing both externally among firms and internally within 
the firms. Due to the presence of factors such as society, rivals and regulatory bodies, the 
business is bound to a lot of influence on its overall performance from various segments. 
Turban et al. (2008) even  assert that organisations do not exist in isolation, they are part of a 
business environment and are influenced by what is going on in this environment. Turban et 
al. (2008, p.5) call these influences business pressures. 
 
Much of the influence that business environments have on the business actually leads to the 
constant internal shift within the businesses.  The impact that societal needs have on banks 
have instead put pressure on banks to rethink their service offerings. This is discussed by the 
European Commission (2008) and they highlight that the high costs of human labour in bank 
teller positions affects the efficiency and ultimately profitability of banks in the European 
region. Clearly the costly labour scenario in Europe is thus putting pressure on banks in this 
situation leading to internal process adjustments and automation of processes. With no 
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comparative study in place to support the same finding for Namibian bank teller positions, the 
applicability of this scenario may thus be limited. In determining pricing of products, factors 
such as the cost of energy (fuel) are part of the total production costs; hence a reduction in the 
cost of energy (fuel) may lead to a reduction in the cost of a product.  Nicolas (2004) describes 
organisations as dynamic, evolving and quasi-autonomous in nature and more so are the 
operating environments of these organisations. The business sector has radically changed over 
the years by developments such as globalization, changing customer needs, technology and 
skills distribution among other things.  
 
Although not expressly stating tangible benefits of knowledge to the organisation Blankley & 
Booyens (2010) posit that economic activities based on new knowledge stimulate economic 
growth and continue to show the relationship between knowledge economy and innovation. 
 
3.3.2.2 Innovation through knowledge 
When faced with challenges or opportunities organisations needed to make decisions or take 
actions that lead to a change in the situation. According to Akram, Siddiqui, Nawaz, Ghauri & 
Cheema:  
innovation is activities and processes of creation and implementation of new 
knowledge in order to produce distinctive products, services and processes to meet 
the customers’ needs and preferences in different ways as well as to make process, 
structure and technology more sophisticated that can bring prosperity among 
individuals, groups and into the entire society (2011, p.123).  
 
Knowledge intensive firms tend to prioritise innovation in order to derive profitability. Through 
creativity and investment in targeted research, firms adapt to market changes thus allowing 
themselves to gain competitive advantage in the market (Edgar, Gray, Browning & Dwyer 
2014). The same holds true for banks as well because the highly customer oriented banking 
industry is more than likely to be very susceptible to pressure for product and service 
innovations (Ali & Ahmad 2006; Joshi et al. 2010). In their qualitative study of organisational 
culture, Edgar et al. (2014) state that innovation, involves opportunistic and creative behaviour, 
risk taking and taking responsibility for one’s actions. This reflects how creativity, which is 
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part of innovation, is influential. Creativity is reflected in the development of new products or 
the adjustment of such to appeal to customers’ needs. It is important to highlight that 
researchers like Du Plessis (2007) and Turban et al. (2008)  have identified changing customer 
needs as one of the major business pressures in the modern economy. Innovation thus helps 
address challenges such as diverse or changing customer needs in modern businesses by 
allowing for creativity in product or service development. 
 
From the business’ benefit point of view, research tells us that innovation is aimed at value 
addition to the product or services portfolio (Du Plessis 2007). Thus, the value of innovation is 
expressed in the ability to enable an organisation to outdo its competitors in service or product 
offering. The result of innovation is also technology that is more sophisticated and can bring 
prosperity among individuals, groups and into the entire society. Innovation within business 
allows for the constant development, adaptation and even adoption of  strategies, services and 
products that are profitable. The latter is the same notion put forward by Akram et al. (2011)  
that innovation is also directed at fueling the organisations growth in any type of environment. 
 
The link between innovation and knowledge is best described by Du Plessis (2007) when she 
states that knowledge management activities create a conducive environment for innovation to 
occur. Du Plessis (2007) also proceeds to state that the acquisition of knowledge through 
collaboration is part of successful innovation. Thus knowledge management’s role is to create, 
build and maintain competitive advantage through utilisation of knowledge and through 
collaboration (Du Plessis 2007). In essence knowledge is inseparable from innovation, hence 
knowledge’s existance, utilization, and integration (external and internal) are directly linked 
to the innovation process. 
 
In the view of Kefela (2010), the globalisation of economic activities emanates from the fact 
that all societies are in fact knowledge dependant and diverse. Yet the ability to interlink these 
multiple knowledge assets and derive value from their coexistence in one economy is what 
describes the knowledge based economy. In the assessment of the progress of Hong Kong 
towards becoming a knowledge based economy, Ka-Lun (2012) maintains that in a knowledge 
economy there is commercialisation of knowledge and examples such as patenting of scientific 
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research . In the banking sector though, knowledge is valued and the sharing of knowledge 
both within and outside the bank would be of immense value, this synchronisation of 
knowledge is limited to internal processes and in some cases may even be non-existent.  The 
study on the 2001 – 2007 collapse in the financial services sector concludes that the “…failing 
banks neither applied existing knowledge nor created new knowledge to deal adequately with 
the new issues that arose…”(Holland 2010). 
 
Preliminary assessment of literature points to pro-technology views of ICTs in knowledge 
development discussions. The next section discusses how ICT drives the knowledge 
development activities in the banks. 
 
3.3.2.3 Use of ICT to drive the knowledge development activities of the banks 
Studies by (Lundvall et al. 2002; Sinclair 2009; Tjivikua 2011) spur critical thoughts about 
how technology penetration speaks to advancement in social and cognitive skills, and therefore 
leading enhanced economic growth. What has been disclosed so far is that research associates 
ICTs with knowledge development and knowledge economies (Adriaanse et al. 2010b; 
Antonova 2011; Dorn & Sahinyan 2011).  
 
If properly managed, knowledge can be meaningful to organisational strength and innovation 
(Dorn & Sahinyan 2011). Issues to do with knowledge have already been presented to be 
critical areas for organizational focus in recent years due to the advent of the knowledge 
economy, globalization, competitive forces and distribution of resources (Cooke & 
Leydesdorff 2006; Punie 2007; Palvalin et al. 2013).    
 
Another view of ICTs such as virtual environments, helps to demonstrate how ICT 
development addresses the concerns around knowledge development methods. For example, 
some authors are of the opinion that the social elements of individuals are essential for 
knowledge development (Mueller, Hutter, Fueller & Matzler, 2011). This socialization mode 
of knowledge sharing (tacit-to-tacit) (Phang & Foong 2010) was positively associated with 
best-practice repositories, internet/e-mail and data warehousing/mining as the study shows that 
it “enables dissemination of ideas and experiences”(p.34).  Mueller et al. (2011) proceed to 
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point out that virtual worlds can be applied for dynamic, practice-based and experience-rich 
knowledge generation far above the pure collection of knowledge in databases that literature 
describes as repositories (King 2006; Phang & Foong 2010).  
 
In the case of Egypt, for example, Kamel, Rateb & Mohammed (2009) called upon ICTs to be 
the drivers in the new economy offering services, applications and content that create new 
markets, reduce costs and increase productivity. Similar benefits are described in literature 
about ICTs in banks (Agboola 2007; Agbolade 2011a; European Commission 2008) further 
showing how these benefits are not confined to specific sectors only. Issues dealing  with 
knowledge have already been presented to be critical areas for organizational focus in recent 
years due to the advent of the knowledge economy, globalization, competitive forces and 
distribution of resources (Cooke & Leydesdorff 2006; Punie 2007; Palvalin et al. 2013). It is 
important to note that the tendency in literature is to generalise ICTs influence on production 
and very little expression of how specific application of ICTs have enhanced the development, 
sustenance and acquisition of knowledge, a factor that has been established as the key source 
of value in a knowledge economy.  For example Birchall & Giambona (2008, p.247) declares 
that ICT has enabled the development of the global marketplace yet puts no effort to explain 
how exactly ICT has helped establish this global market place.  
 
The relationship that exists between ICT and knowledge development is founded on the 
enabling of certain processes within the organisation and indeed within societies (Zhang et al. 
2012).  This is to say that for ICT to be of relevance or have any association with knowledge 
development, it must directly contribute to the processes of knowledge development. The very 
nature of ICTs’ benefits to organizational processes is their enabling effect to the occurrence 
or performance of essential components of the organisational processes. Table 3.1 by Palvalin 
et al. (2013) below shows a summary of the benefits ICT can offer to organisations in general. 
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Table 3.1: Benefits of ICT to Knowledge Productivity (Palvalin et al. 2013, p.547) 
Table I ICT as a means to improve productivity in knowledge work context  
ICT-based benefits for 
knowledge work productivity 
References 
 
Skipping work tasks (Norton 1995); (Flanagan & Marsh 2000); (Casal et al. 2005) 
Automation  
Travelling  
Performing tasks faster (Ahuja et al. 2009);(Akkirman & Harris 2005); (Sigala 2003)(Beaudreau 
2010) 
Searching information  
Real time communication  
Better access for information (Shin 1999); (Flanagan & Marsh 2000); (Ahuja et al. 2009); (Gressgård 
2011) 
Real time information  
Sharing knowledge  
Enhanced information quality (Suwardy et al. 2003) ; (Erne 2010) ; (Aghazadeh & Seyedian 2004) 
Less errors  
Better decisions  
Employee welfare Motivation: (Kaplan & Aronoff 1996) ; (Kinnie & Arthurs 1996) 
ICT does not increase work 
welfare and motivation, but 
may decrease it if usability is 
poor 
(Hosie & Sevastos 2009) ; (Appelbaum & Adam 2005) Usability: 
(Cardinali 1994) ; (Turkyilmaz et al. 2011) 
 
Table 3.1 summarises the benefits of ICT which are: the ability to perform information creation 
tasks faster, develop quality information, search for and share information, are all capabilities 
 57 
 
that ICTs avail to organisations (Suwardy et al. 2003; Erne 2010; Aghazadeh & Seyedian 2004; 
Ahuja et al. 2009; Gressgård 2011; Akkirman & Harris 2005; Beaudreau 2010). These benefits 
of ICT given above are expressed in knowledge management literature as having an impact on 
knowledge sharing, visibility and collaboration as attested to by (Bruque et al. 2008; Rossett 
& Marshall 2010; Zhang et al. 2012) which are activities in the knowledge development 
processes in banks. 
 
Although researchers seem to agree on the relevance of knowledge development initiatives and 
their importance to organizational performance, the role of ICTs in knowledge development in 
Namibia is unclear and unexpressed in literature. The outline given in Table 1 applies to banks 
in developed countries it is clear that a study like the one at hand is necessary to provide 
comparative data for a developing country like Namibia in which the influencing factors may 
be different to those in developed countries. 
 
3.3.2.4 Challenges in using ICT to drive the knowledge development activities of the banks 
In the African context, resource allocation and project prioritization concerns would definitely 
be at play when considering avenues to spur development at firm level, industry level or 
national level. Thompson & Walsham (2010) say that in the case of ICTs, it is not always 
obvious where ICT can make a useful contribution to development considering the competing 
demands for scarce resources. Although Thompson & Walsham (2010)’s research looks into 
ICTs in societal development, it is possible to fit their findings to an organizational context in 
Africa. For instance, every firm undertakes budgeting processes in order to consider and 
prioritize resource allocation over a given period of time as the countries described by 
Thompson & Walsham (2010). Human capital and finance are examples of the resources that 
an organization must also consider and prioritise when planning for development.  ICT’s 
consideration and prioritisation in an organisation would need to be qualified in the sense of 
value addition to the organization in order to gain any significant investment.   
 
The discussion on how knowledge drives the development of an organisation would be 
incomplete without a closer examination of the workforce. A knowledge-based organisation 
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requires a knowledge workforce that is equipped and responsive to the desires of a knowledge 
environment. 
 
3.4 Knowledge Workforce 
The work by Peter Drucker, the lead scholar and researcher who coined the term ‘knowledge 
worker’ informs this section and the knowledge worker idea’s application in Namibian banks. 
They are described as workers “who resist the command-and-control model of business” 
Drucker (2014, p.4). Knowledge workers are a new calibre of employee with a transformed 
approach to work and organisational practices. The knowledge worker carries the attributes of 
a transformed worker generation exposed to vast amounts of information and whose work 
primarily involves handling knowledge and creating solutions in business (Drucker 2014; 
Domeher et al. 2014). 
 
Despite the previously expressed challenge of an unskilled workforce, Namibia boasts of well-
developed ICT infrastructure. One question that begs an answer is: what role does ICT play in 
the upscale of the skills of the workforce? Research in the application of eLearning in the health 
sector by Chilengi, Nyika,  Tangwa, Noor, Ramadhani, Bosomprah & Kilama, (2013), which 
investigates the use of eLearning in training and its result shows a higher pass rate and 
enrolment rate for web-based courses compared to the traditional courses. Their investigation 
finds relevance in the study because it was done in Africa with African based participants. One 
can suggest that in the African context, eLearning has achieved such success rates. Therefore 
to foster knowledge development there is potential value in leveraging the existing ICT 
infrastructure in Namibia  as is the case in developed countries such as Italy and Canada 
(Gimeno-Sanz 2002; Comacchio & Foscari 2005). Having established earlier from literature 
that learning itself works hand in hand with knowledge development processes (Smith 2001; 
Liebermann & Hoffmann 2008), the successful development and delivery of learning 
experiences using ICT may therefore hold value for knowledge development initiatives in the 
banking sector in Namibia as well. 
 
Another area that literature presents as a key factor in the existence of a knowledge-based 
economy are highly skilled workers who, on their part, make use of knowledge intensive 
production systems such as ICTs (OECD 1996, p.13). Powell & Snellman (2004) shed more 
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light on the need for skilled and technology-oriented work-force in the knowledge-based 
economy. They discuss that, as the economy emanates from accelerated information processing 
capabilities and scientific output that leads to a vast amount of information and knowledge 
requiring handling by the workers. Thus, ICTs offer an opportunity to handle the vast amounts 
of knowledge present in the knowledge economy with greater ease and capability in-order for 
the workforce to harness the present knowledge.  
 
Comparatively though, information and knowledge handling volumes are given as the basis for 
the value of ICTs in today’s knowledge economies. Despite this, one argument that is not 
presented is how past economies handled the volumes of information to produce knowledge, 
present during their time. This is to say, if administration of economies and production in the 
past was centralised and innovation as well as knowledge were essential elements of these 
economies, it is crucial to understand how these were handled. Knowledge intensive firms in a 
Knowledge-based economy need a way to create store and share its knowledge in an organised 
manner.  
 
Knowledge development processes in banks may need to start off with ways to help identify 
the knowledge, store it and distribute it effectively. This is considering that knowledge in banks 
is disjointed and scattered in different locations (Chigada 2014) and it can be developed 
through social processes (Smith 2001; Ali & Ahmad 2006). “Knowledge repositories and data 
warehouse are some of the technologies used for data retention” (Ali & Ahmad 2006, p.13) 
thus showing one application of ICT in knowledge development in the banking sector. 
 
3.4.1 Need for a knowledge workforce in banks 
The broad and somewhat modern term used to describe progressive business is the knowledge 
economy. The knowledge economy is essentially the desired outcome of investments that 
countries such as the Asian Tigers have made in the generation and acquisition of knowledge, 
leading to more rapid economic progression compared to countries that have not (Prakash 
2005). Banks operating in this knowledge economy are subsequently examples of knowledge 
organisations and literature has shown that the banking sector is a knowledge intensive sector 
(Davenport & Prusak 1998; Rasoulinezhad 2009; Clarke et al. 2011). 
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In the knowledge economy, a lot of thought and planning has to go into the creation of 
knowledge development strategies (Choo 2007). It is only natural that initial analysis of the 
environment, personnel and resources should be undertaken in order to fully understand the 
development needs and opportunities that surround the particular organisation. Intangible 
assets play an essential role in knowledge development when referring to the collective 
knowledge of employees (Pérez 2011) and arguably also, the needs of knowledge organisations 
as well the nature of the  knowledge to be developed. 
 
Indeed, literature informs us that knowledge work responds to the very nature of knowledge 
itself. For instance, Palvalin, Lönnqvist & Vuolle (2013) explain the nature of the work 
involved when they say “knowledge work is intensive” thereby expressing the rigorous 
cognitive abilities required within the knowledge-driven work domain. For instance, the 
researchers highlight the level of commitment that the workforce typically engages in when 
they say“…often requiring employees to spend their personal time thinking of matters to do 
with the work”(Palvalin et al. 2013)  
 
The modern day economies are beneficiaries of social, political and technological 
advancements that have occurred over time. The rate at which society is expanding in size and 
capacity to apply innovation on a daily basis is a phenomenon that can never be underestimated 
or under emphasized.  For example Hooker (2010) states that nations need to understand and 
embrace the change in wealth from capital to knowledge. Indeed literature supports the same 
view describing it as an era where raw materials are intellectual rather than capital (Lundvall 
et al. 2002; Servage 2005; Cooke & Leydesdorff 2006). The rapid pace of innovation, 
customer-needs alignment and globalisation therefore extensive competition in the knowledge-
based economy means that competitive strength for an organisation comprises of the:  
 collective learning ability of its employees  
 ability to acquire knowledge and apply it (Unruth 2006, p.1).  
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This would mean knowledge offers value to the organisation in its application as it usually 
resides in people’s heads (Davenport & Prusak 1998, p.6). The essential point is that people 
are essential components in knowledge development from the creation to dissemination of 
knowledge in an organisation.  Nonaka & Takeuchi (1995a) as well as Jose (2002) and later on 
von Stamm (2003) emphasise that knowledge is a result of human  processes, beliefs and 
commitment even in organisational environments so much so that even social events in 
organisations are scenarios in which knowledge can be created and shared effectively. In the 
study on knowledge management in South African banks, it is posited “IT provides bankers 
with the tools …to handle, store, locate, distribute, receive and communicate present tacit and 
explicit knowledge through social networks among people in possession of the knowledge” 
(Chigada 2014, p.55). The emphasis, therefore, is the need for knowledge development 
initiatives to be focused on the individuals undertaking the knowledge development. Therefore, 
this view is also applicable within the banking sector. The point also offers a guide line for use 
in the study at hand to understand whether individuals are a central point in knowledge 
development activities. 
 
3.4.2 Importance of learning for a knowledge workforce 
The knowledge economy spells a change in the way organisations function and generate 
income. Smith (2002) informs us that there are changes in economic functioning, and changes 
in the economic rules of the game, for both business and policymakers. The critical factors in 
economic growth are being fostered more by organisations whose workforce has the greater 
ability to learn and hence adapt to the changing business needs. Growing economies like Costa 
Rica have realised such radical shifts in their workforce requirements with twice as many 
employers from the country’s technology sector being more likely to favour an employee with 
“learning speed” over one with “specific knowledge”(Yevgeny & Dahlman 2008, p.48). Most 
contemporary organisations place much emphasis on training and development in order to 
enhance employee knowledge, skills and ability (KSA), which will ultimately lead to work 
performance improvement and achievement of organisational goals. Therefore, how does the 
workforce of Namibia look and behave in comparison to those economies that are nearer to 
knowledge economy status? 
 
 62 
 
Despite the limited academic research and publication on the Namibian workforce in banks, 
one realises a real gap between the skills-base of the local workforce and the optimum 
workforce required to evolve to a knowledge-based economy (Stiftung 2001; Office of the 
President of Namibia 2004; Kazapua et al. 2002). The knowledge economy is made up of a 
knowledge-seeking staff who are competent in their jobs (Cowley 2002). In contrast to this 
description 20% of the workforce in Namibia have no education for the profession in which 
they are working in (Stiftung 2001). This lack of skills in the labour segment in developing 
nations like Namibia is a challenge to development (Office of the President of Namibia 2004; 
Kazapua, Odada & Thomas 2002). International Business Publications (2013) posits that there 
is a lack of specialized labour in Namibia. Tjivikua (2011) even presents empirical 
representations of the severity of the skills gap in the Namibian work force with 45% of the 
companies involved in a demographic survey describing the skills shortage in their firms as 
being in a severe to very severe state. Compounding the situation further is the reality of global 
and local trends of information supply and processing which put the workforce in a situation 
where it has to process more information in a shorter amount of time (Mont 2005) while having 
to adapt constantly to a more consumer oriented landscape. The challenge that such a scenario 
presents in knowledge development would thus be great since the sources and creators of 
knowledge in the banking sector, Namibia would therefore be limited.  
 
Besides the lack of skills in the workforce, Mont ( 2005) further shows us the challenge of the 
rate at which skills quickly become obsolete leading to the need for constant training and 
retraining. It makes sense, in light of these arguments that knowledge does not exist as a 
nominal variable but rather a critical success factor. This can be explained by the level of 
investment of developed countries in employee training and the researcher concurs with 
Somyürek (2012) that companies are direct beneficiaries of the knowledge of the workforce, 
and need employees who remain open to new opportunities and continually update their job 
skills. It is interesting to note that as much as Somyürek’s (2012) study was targeting the 
concept of interactivity in offering workplace training he manages to depict the fact that human 
resources are pivotal elements in organisations, hence knowledge creation and management 
focuses on development of human capital (Hoopers 2004; Servage 2005). The literature thus 
points to the understanding that the development of human resources is  a key factor to gain a 
competitive edge in a knowledge-based society (Joo et al. 2011). 
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3.4.3 Training as a means to develop a skilled knowledge workforce 
By defining knowledge as a human-influenced result of access to information, cognitive 
processes and internal reflection, literature presents the opinion that human interaction, 
communication and other social activities between staff aids in the development and 
enhancement of individual knowledge, the research of Ledgerwood & White (2006, p.286) 
posits that on-the-job  training  needs to tap into the experience of internal staff while Vaiman 
(2010, p.27) contends that, to foster  knowledge workers, organisations need to facilitate their 
interaction and socialisation. This literature drives the message of human association with 
knowledge creation through intellectual discussion and information sharing via socialisation.  
 
In an on-the-job training the human facilitator is able to present their knowledge to the 
individuals being trained who in the interim construct knowledge through cognitive processes 
subjected to personal beliefs, culture and commitment to the processes as historical practices 
(von Stamm 2003; Nonaka & Takeuchi 1995a; Jose 2002). In this study, experience refers to 
practical knowledge that is built up through practical exposure in the areas in which the 
knowledge is possessed. In contrast to this, theoretic knowledge is the knowledge that 
accumulates through formal instruction, for example schooling.  Theoretic grounding is crucial 
in order to develop full knowledge and is not in any way negated by the argument supporting 
practical training through such means as on-the-job training. In fact literature presents the value 
of both on-the-job training to acquire knowledge, possibly from peers and mentors (Mincer 
1962; Jacobs 2003) , and also theoretic grounding that Quinones & Ehrenstein (1997) believe 
offers well-structured and delivered knowledge.  
 
When the consideration is about financial institutions such as banks, authors like (Ledgerwood 
& White 2006) advocate that most training in financial institutions actually occurs on the job, 
where it models the users actual environments and needs hence offering more useful and 
relevant knowledge to staff. On-the-job training emanates from the actual work environment 
in which employees apply their knowledge hence its value as a means of providing useful 
knowledge to the employees. This is corroborated by Liebermann & Hoffmann ( 2008, p.83) 
in their study of quality service training in German banks. Their results show that in order for 
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training initiatives to offer value to employees they need to be modelled from the employees’ 
actual work environments and employee needs. 
 
Punie (2007) discusses learning and the changes in knowledge needs and concludes that 
learning will become a lifelong activity that cuts across different learning generations and life 
spheres such as private and public life. He explains that individuals in workplaces should 
embrace other forms of adult learning, informal learning and learning to use ICTs. The 
workforce cannot achieve what they have not learnt (Pérez 2011), meaning that in as much as 
literature advocates knowledge processes in knowledge organisations, the workforce need to 
undergo some form of structured or unstructured learning processes in order to develop the 
expectations of the knowledge organization. The knowledge development process, 
characterized by receiving, relating to, understanding and remembering of new knowledge, 
involves some form of support. Li et al. (2009) support this view and point out that 
organizations should design employees’ work areas and schedules to allow opportunity and 
time for collegial integration and sharing. Studies in the banking sector reveal this support as 
being a necessity. Interestingly, the results from the study by Futrell et al. (1984) on sales 
training in U.S Banks indicated a heavy focus on banks training programs on bank processes 
and little focus was given in the training to ensuring staff acquire knowledge about the 
processes but the limited focus on skill acquisition is a concern of staff. This highlights a 
concern about the consideration of staff perceptions in the knowledge development strategies. 
 
Learning design for workplace learning takes cognisance of the underlying expectations of 
workplace learners. At managerial level for instance modern managers need new skill sets 
including flexibility, self-direction and the ability to organise their own living and linking 
concepts to practice (Birchall & Giambona 2007). This means that personalised just-in-time 
and flexible life-long learning is expected to be at the forefront in order to enable learning in 
the knowledge economy (Sampson et al. 2002). Informal learning thus plays a role as it is used 
to address the knowledge needs of the employees as they arise and at the time in which they 
need the knowledge. Knowledge in banks is observed to exist informally in the experience and 
cognitive skills of bankers and external parties (Holland 2010, p.99) giving value to peer 
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support as a means of knowledge development in banks considering that Li et al. (2009) states 
that most of the learning in the workplace is actually informal learning. 
 
Selmani et al. (2011) are of the belief that ICTs transcended challenges in communication ease 
and information accessibility meaning that, ICTs as one of the greatest technological 
advancements, may act as a more convenient and simpler way to get information required in 
order to develop specific skill sets.  A consideration at research in ICT integration in formal 
education shows that ICTs can guarantee the accurate and timely expression of as well as 
delivery of knowledge, in a more efficient way than traditional means. Knowledge attainment 
and creation within the learning process is governed more by qualitative inclinations and thus 
for the purpose of this research, emphasis will be put on eLearning in the work place as a 
cognitive development process by the individual and the organisation using computer and 
internet-based methods.  
 
Focus on the advantage areas thus become individual cognitive influence (relevance) of the 
learning medium: ICTs. This is not to say that the advantages of the economics of training 
delivery that (Becker 2000; Edwards & Finger 2007; Henning & Schnur 2009) have been 
maintained over the years are minuscule, if anything they are micro foundations of eLearning 
in the Namibian context on knowledge development. Another competitive advantage of ICT in 
knowledge development is that of economics: specifically economics of time, place and cost 
(Becker 2000; Henning & Schnur 2009). An assessment of literature on eLearning, a specific 
application of ICTs in knowledge development, shows the value that ICTs further offer in terms 
of resource economics. We can refer to the above-mentioned factors: time, place and cost, as 
the advantages of economics. eLearning is an extensive computer and Internet- based method 
for a company’s training and development policies (Comacchio & Foscari 2005) citing 
Piskurich (2003).  ICTs allow people to save on time needed to prepare and undertake the 
learning processes needed for them to develop knowledge.  
 
In their study of service industry jobs and the effect of organizational culture Edgar et al. (2014) 
postulate that knowledge work involves complex tasks that need autonomy and the use of 
judgment.  The latter is a belief held by most organisations and the workforce is further 
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expected to improve their level of knowledge by attending professional qualification courses 
in order to maintain the competitive advantage of the organisation (Suárez-Álvarez 2013). 
Employee training is common practice in Namibia and as Unruth (2006) explains, this training 
is intended to provide a linkage between strategies, people and performance. A search of 
literature however reveals very limited documentation and research in the human resource 
development practices in Namibia. This leaves somewhat of a vacuum in literature on these 
beliefs among the Namibian workforce. 
 
3.5 Summary 
Literature has shown the value of knowledge in the modern day banking sector. It emphasises 
the need for banks and non-financial organisations to transform their staff into a knowledge 
workforce. This transformation however, while offering great potential to the organisations, 
has not been easily realised in developing countries like Namibia. This has led to the need to 
identify the gaps in research about the value of knowledge on the job and developments in the 
banking sector that Namibia attributes to knowledge development. The realisation that 
Namibian banks having advanced ICTs as well as the existence of well established 
relationships between Namibian banks and regional banks also brings to light another question 
on the value that the advanced ICTs are offering the Namibian banks and staff in their 
knowledge developments efforts. The crucial gaps exist in the fact that research has not 
explored this value from the perspective of the banking staff members and organisation 
explicitly.  The need to develop a study that explores the perspectives of these stakeholders 
without generalisation is thus emphasised. This stems from the need to fully establish the value 
of ICTs in knowledge development initiatives in Namibian banks. In the following chapter 
focus is directed towards methodologies that allow first hand data collection and analysis with 
little generalisation and thought being given to fully understand the stakeholders’ views in 
relation to knowledge development. 
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CHAPTER FOUR:  RESEARCH DESIGN 
 
4.0 Introduction 
This chapter outlines the research design by discussing the theoretical foundations of the 
principles employed in this study. The rationale behind this methodology and instruments 
applied in the study will also be considered. 
 
4.1 Research Paradigm 
The aim of this study was to investigate the use of ICT for their knowledge development needs. 
To express the role that ICT plays in knowledge development in the Namibian banks segment 
there is a need to be concerned with the opinions and perceptions as well as other knowledge 
derived from the Namibian corporates and individuals participating in the investigation. This 
aim would require the study to follow a research paradigm that allow the researcher to account 
for the context while trying to understand the phenomenon through the eyes of the stakeholders. 
This aim resulted in the research undertaken being anchored in a qualitative foundation that 
leverages its effectiveness on the flexibility in design, the social/cultural focus and unique case 
orientation among other things (Christensen et al. 2010). “Qualitative studies typically focus 
on individuals, dyads, groups, processes or organisations”(Patton 2002, p.33). The qualitative 
research paradigm further allows the study to take into account the epistemological foundation 
mentioned earlier which bases its investigation (processes and knowledge foundations) on the 
individual participants’ views and context rather than setting out to test predetermined 
hypotheses (Carter & Miles 2007).  Thus allowing this study to determine the perceptions of 
banks about knowledge development using ICTs in the institution, investigate and establish the 
extent to which ICTs are applied in the development of knowledge in Namibian financial 
institutions and identify the fundamental dynamics at play in the use of ICTs for knowledge 
development purposes in Namibian banking institutions. 
 
A look at the qualitative paradigm in literature shows that this paradigm offered the opportunity 
to conduct research to uncover and capture information in the study of human behaviour and 
practices (Walliman 2011,p.73) using non-numerical data (Christensen et al. 2010)  that was 
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collected in the study. Saunders et al. (2007) explain that qualitative studies involve gaining an 
understanding of the meanings humans attach to events in a more flexible structure that permits 
changes of research emphasis as the research progresses. These insights are expressive of the 
desires of the study at hand and the subjectivist philosophy are expressed by the need for the 
role of ICT in knowledge development to be expressed by the key individuals in the Namibian 
banking institutions. “Subjectivism holds that social phenomena are created from the 
perceptions and consequent actions of those social actors concerned with their existence” 
(Saunders et al. 2007, p.108). Studies on the adoption of ICTs have a tendency to take the 
direction of quantitative approaches (Lai & Li 2005; Yu 2012; Pradesh 2013) leaving very little 
room for the subjects to express their personal undirected opinions and thereby limiting the 
valuable knowledge about specific contexts and other possible factors other than those already 
documented. Therefore quantitative research studies are based on numerical data (Christensen 
et al. 2010; Sobh & Perry 2006). This type of research paradigm typically involves the 
researcher finding answers to the research questions by collecting and analysing numeric data 
from the investigation.  
 
As discussed in Chapter One (1.2), the research undertakes an investigation of the perceptions 
of banking staff towards the use of ICT for knowledge development using the Activity Theory 
as the guiding lens. AT anchors its beliefs in the understanding that human behaviour is not 
constant and evolves based on a number of mediating factors and influences (Engeström et al. 
1999; Kuutti 1995). This grounding advocates the grounding of research in interpretivism, a 
worldview whose beliefs are that studies of social phenomenon should involve and evolve in 
the natural domain of the participants (Golafshani 2003). “The interpretivist ontology assumes 
the existence of multiple realities that are socially constructed and is focused on understanding 
behaviour rather than predicting it” (Harrison & Reilly 2011, p.8). This approach further 
justifies the use of a qualitative approach to the investigation as the research sort to understand 
the nature of adoption and influences on the adoption of ICTs for knowledge development 
among banking staff. 
 
Quantitative research paradigms offer the opportunity to provide measurement of events or 
variables in an environment for example the effect of increased exposure to a certain drug by 
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actually assessing the rates of exposure thus creating a clear quantifiable measure as a result or 
basis of conclusion. Quantitative paradigms also lead to studies that generally provide a basis 
to create predictions based on statistical data collected in their investigations.  In all these 
explanatory points it can be observed that quantitative studies are based on statistical 
representations or statistically realisable observations (Coolican 2009; Sobh & Perry 2006). 
Such processes in a paradigm exude the philosophical underpinning of positivism whose 
ontology is representation of reality while maintaining that opinion that reality is apprehensible 
and thus quantifiable. The typical approach of such paradigms is deductive “in which you 
develop a theory and hypothesis (or hypotheses) and design a research strategy to test the 
hypothesis”(Saunders et al. 2007, p.117). This is of course not the desired intention of the 
study.  
 
The quantitative study undertaken by Issa & Haddad (2008) discussed in chapter two offered 
value in the understanding of organisational culture on perception within the sector yet also 
highlighted the need for  in-depth explanation and insight in order to establish the  factors that 
influence the adoption of ICTs in knowledge development in the banking sector. By using a 
qualitative approach, this study was able to solicit more indepth explanations from research 
subjects in the banking sector thereby adding value to the understanding of ICT adoption in 
knowledge development. Thus, a qualitative research paradigm best-suited the need to 
examine, describe and assess the perceptions of Namibian banking staff about ICTs in their 
knowledge development activities on the job.  
 
4.2 Research Design 
According to Saunders et al. (2007) research philosophy is one of the factors that shapes the 
nature of research design and the research questions developed from the research objectives 
and they become an essential criteria in the choice of research strategy, collection techniques 
as well as the analysis procedure. This descriptive investigation, undertook an evaluation of 
the research strategies available to help select the best-fit strategy while keeping in mind the 
research questions. 
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This study aims to understand the existing perceptions of the bank employees and not monitor 
their change of perceptions over a period.  This requires the data to be collected over a short 
period and does not necessitate a long-term study. Thus, the data in this cross-sectional study 
comes from semi-structured interviews and open-ended questionnaires.  
 
It is important at this stage to take note of the fact that the research undertaken was descriptive 
in nature as it sought to express the insights into the role that ICT currently has in mainstream 
knowledge development in corporate Namibia. Against this stated background the researcher 
sought to realise the perspectives of people both managerial and non-managerial with little or 
no desire for generalised investigations or data collection techniques (Christensen et al. 2010) 
in the envisioned research design. Literature expresses how the benefits of ICT are routinely 
associated with development (Office of the President 2004; Ghosh & Ghosh 2009; Kearns 
2010; Edwards & Finger 2007) but in the same light brings the realisation of the limited 
inductive investigations based on naturalistic inquiry, as Patton (2002) calls it. The latter is 
one crucial characteristic in order for the research paradigm to speak to the overall aim of the 
research. In general, literature points to opportunities existing in the use of ICTs in the 
corporate segments for business process support and also for pushing for a knowledge economy 
(Office of the President of Namibia 2004; Prakash 2005). The following needs to be 
considered: 
1. The research design ensures that the main focus is on the context of the participants. 
The purpose being to gain full understanding and placement of findings to specific 
situations. (Patton 2002) describes this idea as context sensitivity of research and 
attributes such a characteristic to the nature of qualitative research approaches.     
2. Taking cognisance of the fact that while collecting and analysing data, the objective of 
seeking insights to understand the possible role of ICT will typically involve the 
continual attempt to understand the participants’ subjective perspectives and 
interpretation of such. This interpretive characteristic is one that Christensen et 
al.(2010) highlight as a major component of qualitative research paradigms.  
It is from the assessment of these two main factors above, which a qualitative multi-case study 
is maintained that the aims and approaches of this entire investigation was rooted.  
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4.3 Case Study 
A thorough understanding of the perceptions of individuals involves rigorous analysis and 
engagement of the research subjects within their context. Case studies are described as studies 
of events or phenomena in an in-depth manner with specific emphasis on the context of these 
events or phenomena (Creswell 2007; Leedy & Ormrod 2010). Thus a case study was found to 
be a suitable methodology to understand the perceptions of the employees regarding the use of 
ICT in their knowledge development activities in the banking sector. 
The application of the Activity theory (AT) on the banking staff’s adoption of ICTs for 
knowledge development is hinged on the belief that “activities consist of actions, which in turn 
consist of operations” (Kuutti 1995, p.15). AT ,the theoretic lens for this research, aided the 
qualitative nature of the study undertaken which sought to explore the influence on banking 
staff without filtering out the “historical, social and cultural context” (Hashim & Jones 2007, 
p.4) that can also influence the adoption of ICTs. In keeping with this, qualitative research in 
information systems guided various principles key to this being “… seeking meaning in 
context” (Klein & Myers 1999, p.73). The use of the case study approach in the study of 
banking staff in this research guides the fundamental concepts of contextualising research in 
order to avoid any distortion or generalisation (Klein & Myers 1999).  
 
The investigation involved three multinational commercial banks as cases to draw participants 
from, namely First National Bank (FNB), Standard Bank (Namibia) and Nedbank (Namibia).  
These three cases where selected on the primary basis of their heavy regional presence 
especially in South Africa from which the Namibian banking sector models and relies on for 
expertise.  This defined the delimitation criteria for the number of cases. 
 
4.3.1 Rationale of multi-case study and case selection  
The multiple-case study approach was used in order to be able to understand the perceptions 
of bank employees across the three banks in order to have the common perceptions and at the 
same time determine the perceptions unique to each particular bank. The latter being 
perceptions that exist due to the unique context of each of the three banks.  Multiple or 
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collective case studies allow the “researcher to analyse within each setting and across 
settings…. examining several cases to understand the similarities and differences between the 
cases”(Baxter, Susan &  Jack 2008, p.108) . 
 
The vested understanding in the study is that knowledge in the Namibian banking sector flows 
from South Africa as banks liase with their parent companies in South Africa. The banks in 
Namibia that have parent companies in South Africa are Nedbank, Standard Bank and FNB 
Namibia which provide room to access the distribution of knowledge into their local 
operations. These banks therefore provide the best assessment of the perceptions of the use of 
ICT  in knowledge development as they have direct access to the pool of knowledge in South 
Africa. Because of the possible challenges organisations may face should they have to source 
knowledge through external sources, the study therefore focused on those with established ties. 
 
The use of multiple cases is also envisaged as a means of ensuring that the research findings 
are “more compelling” (Yin 2009, p.53) and more likely due to the fact that similar enquiry is 
made across similar environments. In the case of Nedbank , FNB and Standard Bank, the same 
enquiry is replicated through interviews in which the same questions are posed to the different 
respondents. While this was a means of ensuring the validity of findings and focusing the study 
on the intended objectives, it also helps ensure that the value of multiple cases are realised as 
implied by Yin (2009). 
 
Yin (2009) explains that the choice of a case study is founded on the research objectives. Driven 
by the need to understand the prevailing perceptions of the banking staff and factors influencing 
the use of ICT in knowledge development in the sector.  This study adopted a case study 
approach because: (a) of the need to study modern trends (b) relevant behaviours (perceptions 
and ICT adoption) are not to be controlled by the researcher (Yin 2009, p.11). Both (a) and (b) 
held true to the study at hand because “more emphasis was on generating and developing 
descriptions and explanations than upon testing pre-defined hypotheses”(Hammersley 2013, 
p.12). 
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The research made use of three cases from financial institutions whose employees are exposed 
to ICT to a large scale via the nature of their work. In this way, the research design ensured 
that the data the researcher collected was from participants who are working with technology 
and thus have experiences and relationships with the use of technology in knowledge 
development that are qualified and relevant. The organisations approached were financial 
institutions primarily because of the high level of ICT infrastructure investments in these firms 
and the high level of exposure of employees to computer systems and general computer literacy 
of their staff. Other factors included the more established policy and practices within these 
institutions as the use of computer systems dates back further compared to non-financial 
institutions. 
 
4.4 Sampling 
In order to undertake the investigation, it was imperative to collect data from as many 
participants within each financial institution as possible. But as Saunders et al. (2007) explains, 
restrictions of time, money and often access may  render this impossible. Saunders et al.(2007) 
proceeds to inform us that samples help reduce the amount of data to be collected by 
considering data from a subgroup rather than all the cases from which data may be collected.  
 
The researcher used a maximum variation sampling technique which Christensen et al. (2010) 
describe as the identification and selection of a wide range of cases for data collection and 
analysis. The sampling structure was as follows: 
1. A minimum total of 23 staff members across of the cases (banks) divisions,  
2. Preference was given to conducting data collection with staff members with a year or 
more years in the organisation; and 
3. Banking staff working with computer systems on a daily basis or having a dedicated 
PC on their workplace were considered. 
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These criteria are essential to ensure that the data collected is of value to establishing the true 
perceptions of bank employees. Bank employees who had established experience in the 
institution (two or more years) would be well versed in the internal processes and policies 
applied in the institutions in the areas of knowledge development and support. Those staff 
members exposed to computer systems in their work-related tasks are best suited to express a 
more objective view of the role ICT play in knowledge development on the job as they spoke 
from first-hand experience and exposure in the banking sector. 
 
4.5 Data Collection Techniques 
The desire to investigate and describe the attitudes, perceptions as well as beliefs of the banking 
staff working with ICTs and knowledge development initiatives for human capital 
development, drove the data collection efforts in this research. Saunders et al. (2007) informs 
us that the primary method to collect data during qualitative research approaches is by way of 
using in-depth semi-structured interviews. It was necessary to utilise a data collection technique 
that catered for expression of and collection of user knowledge, perception and feelings about 
ICT in the work domains in Namibia. The use of in-depth semi-structured interviews would 
allow the researcher in giving observable reaction/responses of participants and even the ability 
to encourage responses or participation of the research subjects to the data collection activity 
(Walliman 2011).“The researcher requires to have a list of themes and questions to be covered, 
although these may vary from interview to interview” (Saunders et al. 2007, p.312). The reason 
why the themes may vary can be linked to the nature of qualitative studies  
 
One of the realities of the workplace is the limited time available to focus entirely on non-
essential activities. This meant that the participants’ flexibility in undertaking in-depth 
interviews which tend to require a dedicated time period from the participants was constrained. 
In the study at hand, while the use of interviews was the most preferred manner for data 
collection it does suffer from the above-mentioned drawback. Yet another drawback with the 
method is the limited flexibility for the participants. For instance, if the banking staff needed 
to focus on other pressing tasks that arose while undertaking the interview the options available 
tended to be limited thus resulting in the interview having to be cancelled. 
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The researcher thus converted the interview questions (see appendix 3) to open-ended 
questions in a questionnaire (see appendix 4) as a measure to cater for situations in which the 
participants had limited time, and or needed the flexibility to provide responses in different 
ways that would be convenient depending on their circumstances. In the use of questionnaires, 
the researcher took due diligence in the question design, taking into consideration the fact that 
the element of subjectivity in the design of questions and the way they are phrased may 
compromise the personalised nature of the data to be collected (Saunders et al. 2007). The 
researcher strictly avoided all leading questions in the questionnaire and informed the 
participants that all questions were to be answers according to their understanding (of both the 
questionnaire and scenarios in existence in their case).  
 
4.5.1 Interviews and open-ended questionnaires 
Walliman (2011) points out that in descriptive research, various data collection methods can 
be used depending on the information the researcher seeks to find. In the study at hand, the use 
of interviews was the preferred mode of data collection stemming from the aim of the research 
which was to find out perceptions of individuals and probe for further information when the 
need arose.  “Interviews are more suitable for questions that require probing to obtain adequate 
information”(Walliman 2011, p.99) therefore making them the optimum tool for collecting 
data about perceptions of the banking staff, that at times, were very personal, was the best way 
to go.  
 
The interview method “involves presentation of oral-verbal stimuli and reply in terms of oral-
verbal responses”(Kothari 2004). The research used primarily semi-structured interviews 
containing predesigned open-ended questions meant to get the response of the participants to 
answer the research questions. Understanding human behaviour and choice is best-undertaken 
using personal interaction with research subjects. For example Ritchie, Lewis, McNaughton 
Nicholls & Omston (2014) postulates that interviews are useful in probing social norms, 
personal contexts and motivation in research subjects. Kothari (2004) described the following 
benefits of interviews in the research study undertaken: 
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 In-depth information that interviews offer in data collection. In the research undertaken, 
it was possible in some interviews to query the banking staff on further information and 
activities they undertake using technology outside the work environment. This would 
not have been possible if a tool such as a survey had been used in these particular 
subjects.  
 Flexibility in undertaking and conducting data collection such as the ability to conduct 
a telephonic interview after working hours providing participants with the convenience 
to respond freely and not have any pressing work-related matters affecting the data 
collection. 
 The personal nature of the methodology allowed the researcher to get a greater 
understanding of the factor influencing the respondents. 
 
In order to ensure the validity of the interview questions, a pilot study was undertaken. One 
staff member from each bank was interviewed.  The respondents were given the choice to 
answer the questions telephonically or face-to-face or complete in a questionnaire format. 
Table 4.1 below, outlines the concerns raised by the respondents in the pilot study and the 
changes made to the instrument.  
 
Table 4.1: Pilot Study Concerns and Changes 
Concern Changes Made 
The participants did not grasp the term 
“knowledge development” very well. 
In the introductory section of the questionnaire, 
a description of the concept of knowledge 
development was provided. Each question in the 
questionnaire which made mention of the term 
‘knowledge development’ was accompanied by 
a description of the term.  Face-to-face and 
telephonic interviews commenced with the 
 77 
 
researcher describing the term to the 
respondents. 
The lengthy nature of the questionnaire 
made it tedious for the participants who 
found it hard to avail time to provide their 
responses during working hours. 
All respondents identified a preferred means of 
interview (telephonic or face-to-face) and a 
preferred time to undertake the interview.  
The questions demanded a lot of 
reflection on the part of the participants. 
This meant that they had to set aside a lot 
of time to carefully consider the 
questions and reflect on the questions and 
their answers. 
The respondents were allowed as much time to 
reflect and give feedback during the interview as 
they needed. In order for participants to 
understand question 6 in the questionnaire, 
examples were used in the question.  
 
Out of the 23 participants, five bank employees took part in the interviews and 18 completed 
the open-ended questionnaires. The interviews began after the interviewees signed consent 
forms (see Appendix 2) and during the interview, interviewees were allowed to stop the 
interview or refuse to answer any question they were not comfortable with. All interviews were 
recorded using voice memo recorder along with notes taken by the researcher. The recording 
ensured data analysis was undertaken with precise information thus maintaining accuracy and 
reliability of the research report.  The researcher used prompts and probes for the respondents 
to explain their answers and when needed clarified the questions to alleviate 
misunderstandings. 
 
The interview questions answered by 5 banking staff members (see Appendix 3) focused on 
obtaining the following information from these bank employees: 
1. Nature of work undertaken in the bank. 
2. Perception of knowledge development in their line of work. 
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3. Individual and organisational knowledge development strategies. 
4. Characteristics used to select knowledge development strategies by the individuals and 
the organisation. 
5. Exposure to ICT based knowledge development strategies. 
6. Organisational and individual perceptions of ICT based knowledge development 
strategies. 
7. ICT tools used for knowledge development activities. 
8. Perceived usefulness and effectiveness of ICT tools for knowledge development from 
the individuals’ perspective. 
9. Characteristics used to determine usefulness and effectiveness of ICT tools for 
knowledge development. 
10. Value placed on ICTs by management in knowledge development.  
11. Future use of ICT tools for knowledge development. 
12. Determinants of future ICT use in knowledge development. 
13. Strategies needed by individuals from the organisation to support their knowledge 
development activities. 
The banking staff had very limited time to avail themselves for the interviews due to critical 
systems upgrades or infrastructure changes in their banks.  Due to the immense pressure and 
time constraints the staff were working under, some employees requested questionnaires that 
they could complete and submit.  The interview questions were adapted to suit the 
questionnaire format (see appendix 4) and handed out to 18 bank employees who completed 
them.  The following were the limitations with questionnaires: 
1. Lack of flexibility in the responses (Walliman 2011) because the researcher had limited 
opportunity to immediately probe the respondents while completing the questionnaire.  
2. Some of the respondents misunderstood some of the questions prompting the researcher 
to try to establish contact with them in order to clarify the questions. The effect of this 
was frustration in some of the respondents and prolonged delays in collecting the data. 
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To address the above-mentioned limitations in this study, further information was sought 
through email and telephonic communication with the concerned respondents. 
 
4.6 Ethical Concerns 
Caution and focus on ethical concerns surrounding research is fundamental in the research 
undertaken. This happens while taking heed of Walliman’s ( 2011) elucidation that states that 
although ethical behaviour should underlie all academic work, it is in the social research that 
major challenges arise. The issues that arise can be classified using Christensen et al.’s ( 2010) 
focus areas namely : 
 
Institutional approval 
The study commenced after institutional approval from the University of South Africa 
(UNISA) Post Graduate Committee (See Appendix 1). The researcher proceeded with data 
collection after obtaining approval from the three bank managers. In all three cases, consent 
was given at the discretion of the line manager on the staff concerned and was all given verbally 
after submission of institutional approval (Appendix 1). 
Informed consent 
In line with the ethical guidance that emphasises the voluntary participation of respondents in 
a study ((Leedy & Ormrod 2010), this study sought consent from all participants to emphasize 
their freedom, willingness and constructive involvement in the research process. (See 
Appendix 2 for the consent form). 
Confidentiality, anonymity and privacy  
Christensen et al. (2010) maintains that qualitative studies rely on participants providing highly 
interpersonal information based on their user opinions and perceptions. Thus protecting the 
information obtained from a research participant is a critical element governing ethics in the 
research (Christensen et al. 2010). In keeping with the confidentiality and anonymity 
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agreement in the consent form, the following measures were undertaken during and after the 
data collection  
1. All interviews were kept anonymous and interviewees were asked if they give consent 
to follow up discussions (See Appendix 3 ). 
2. No information collected from one interviewee was shared with another interviewee. 
3. All interviews were held separately and unique with the consent of the respondent. Data 
collected was kept securely on a password protected folder in an external hard drive in 
a locked room. 
4. All information that can be used to identify a particular respondent from the recording 
was changed to codes in the transcripts.   The original recordings were stored in 
password-protected folders. 
4.7 Trustworthiness of Research 
In laying out the research design, the researcher took cognisance of the fact that this research 
depended on the quality of the information collected from the research participants. It meant a 
crucial need to corroborate the findings of the research in order to enhance the validity and the 
usefulness of the qualitative research output. “Research validity refers to the correctness or 
truthfulness of the inferences that can be made from the results of the research study” 
(Christensen et al. 2010, p.246).   
 
One of the ways used to maintain the transactional validity (Cho & Trent 2006) was the  use 
of an iterative process during data collection. High levels of accuracy are maintained by 
ensuring member checks. This is an iterative process between the collected data and discussion 
between the researcher and respondents during the data collection process. This allowed 
clarification and confirmation of data provided by the respondents. 
 
One of the challenges that qualitative research design suffers from is researcher bias. This is 
defined by Christensen et al. ( 2010) as only noticing data which supports one’s prior 
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expectations. They go on to suggest that this scenario would lead to the contamination of the 
results with the researcher’s bias areas rather than extracting information from the participants. 
 
The debriefing strategy coined by Shenton (2004) and Christensen et al. (2010) as a way of 
ensuring correctness or trustworthiness of the inferences was followed when the researcher had 
member checks with the participants after the interview.  In the member check sessions, 
transcription of the discussion highlighting the purpose of the investigation, themes discussed, 
and some of the information they provided during the interview were observed. The aim was 
to ensure that participants had an opportunity to reflect on the discussion that had taken place 
and identify with the process while receiving the opportunity to confirm the information they 
had provided. Christensen et al. (2010) maintains that such a process offers participants an 
opportunity to get a sense of satisfaction from the knowledge that they had contributed to the 
area of research. In the study at hand, the member checks helped accurately capture the views 
of the participants and clarified inconsistencies. This aspect aided in enhancing the 
trustworthiness of the data collected. 
 
4.8 Triangulation 
In the study undertaken, a critical view of the validity and reliability of the findings had to be 
ensured. “Triangulation of data sources, data types or researchers is a primary strategy that can 
be used and would support the principle in case study research that the phenomena can be 
viewed and explored from multiple perspectives” (Baxter & Jack 2008, p.556). Triangulation 
is “a technical term used in surveying and navigation to describe a technique whereby two 
known or visible points are used to plot the location of a third point” (Morse 1991, p.227). 
Qualitative research suffers from the challenge of validation of research findings.  
 
Triangulation is a methodology applied to “show that independent measures of it agree with 
or, at least, do not contradict” (Yeasmin & Rahman.K.F 2012, p.155) the findings of the 
investigation. Denzin(1973) proposes triangulation as a means to also enhance the validity of 
scientific research due to the “human-personalistic element” (p.300) that can affect the 
view/understanding of data collected from the research. The researcher argues that bias is 
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inherent in scientific research, as such, it needs to be reduced to ensure validity of research 
findings. These arguments from research emphasize the need for research to adhere to the 
following  process suggested by Neuman (2006) where he presents four main types of 
triangulation: 
Triangulation of Measures - when multiple measures of the same phenomenon are taken to see 
all aspects of it;  
Triangulation of Observers – This involves the use of multiple reviewers in a study.   
Triangulation of Theory – Is the use of different theoretical viewpoints in planning the research 
or interpreting data  
Triangulation of methods – which refers to the use of multiple research methods (qualitative 
and quantitative). 
The study used triangulation of measures as the method to ensure higher validity of the data 
and research findings. The perceptions of the banking staff emanated from individual view 
points and interviews were adopted as the appropriate means for data collection. The use of 
questionnaires as well, aided the cross-verification of the data collected in the interviews and 
questionnaires. Once the researcher completed this verification of findings, the researcher 
requested another observer to assess the findings as well, in order to review the observations 
from a different perspective. This added method (triangulation of observers) was the other 
means adopted to embed validity and accuracy of findings of the research. 
 
4.8 Summary 
The research applies a multiple case study using three banks namely First National Bank, 
Standard Bank and Nedbank. The data was collected using semi-structured interviews to obtain 
the personal perspectives of individuals in the banking sector needed to answer the research 
questions. This emphasis on understanding the social reality from the perspective of the 
participants placed this study in the interpretivist paradigm. 
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In order to ensure the validity of the instrument, a pilot study was undertaken. The instrument 
was refined after the pilot study to include an interview in a questionnaire format for 
respondents who were not available for a telephonic or face-to-face interview. To reduce the 
bias of the researcher during the data collection process and increase the trustworthiness of this 
study, the researcher employed a short briefing session with the participants as a means to 
provide feedback and allow the participants to confirm the information that was provided. Data 
collected was handled with high regard for research ethics hence consent was sought prior to 
all data collection and confidentiality as well as privacy were maintained using different 
strategies as outlined above. 
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CHAPTER FIVE: PRESENTATION AND 
DISCUSSION OF RESEARCH FINDINGS 
 
5.0 Introduction 
This chapter presents the findings of the data collected from the respondents from all three 
cases, FNB, Nedbank and SBN. The findings are presented according to the biographical 
information and the research objectives. The various themes that emerged are analysed to 
determine the perceptions of banking staff about knowledge development using ICTs in the 
institution. The analysis also involves investigating and establishing the extent to which ICTs 
are applied in the development of knowledge in Namibian financial institutions. Lastly, the 
analysis identifies the fundamental dynamics at play in the use of ICTs for knowledge 
development purposes in Namibian banking institutions. 
 
5.1 Data Analysis 
Data analysis is the process of segmenting data into relevant categories and the naming of these 
categories with codes while simultaneously generating the categories from the data. In the 
reassembling phase the categories are related to one another to generate theoretical 
understanding of the social phenomenon under study in terms of the research questions (Boeije 
2010, p.76). Some of the critical activities involved in data analysis are therefore: “segmenting 
data into separate parts and reassembling it again as a whole ”(Boeije 2010, p.76). 
 
The data analysis processes consisted of preparing and organising data, then reduction of the 
data into themes through a process of coding and condensing codes and finally representing 
the data (Creswell 2007). Leedy & Ormrod (2010) summarise this process as: 
 Organisation of details;  
 Categorising data; 
 Interpretation of single instances; 
 Identification of patterns in the data and 
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 Synthesis and generalisations 
They further expand on these steps agreeing with Creswell (2007) that more often a case study 
researcher begins to analyse data during the data collection process itself. The approach 
adopted in this study though being similar, in the processes undertaken, can best be represented 
by Figure 5.1as shown below by Henning (2005) .   
 
 
 
 
 
 
 
 
 
 
 
Figure 5.1 : Coding from texts (Henning 2005, p.104)  
 
After interviews were undertaken the recordings were transcribed into text. Audio Memos App 
on an iPhone6 was used to capture the interviews. Once the interviews were transcribed into 
text, open coding was used whereby the entire transcribed content was read through such that 
a high level understanding of the data was acquired. The transcribed data was stored and basic 
organisation conducted. This organisation referred to sorting by case and staff categories 
(managerial and non-managerial).  
 
 Henning (2005) highlights that it is important for much of the data to be checked because of 
the inductive nature of open coding.  In data analysis, an inductive approach is one of the 
Transcribed text of single 
interview. Read setting of 
data to form impression of 
context of single utterances. 
Segment units of meaning – 
in one or more sentences or 
phrases. Use a marker to 
show the end of a unit. 
Label a unit of meaning in 
more than a single word. 
Write this label in the margin 
with an arrow pointing to 
the test. 
Look for possible groupings of the codes. 
Make a list of all the codes and then READ the whole test again to see whether the codes make sense and whether there is 
some coherence. Also make sure that codes can be related to the research question. 
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approaches “that primarily use detailed readings of raw data to derive concepts, themes, or a 
model through interpretations made from the raw data”(Thomas 2006, p.236). The inductive 
approach helped to fulfil a requirement in the research which is, developing an understanding 
based on the findings from research subjects rather than fitting the research subjects’ views to 
pre-set conditions or theories. It therefore holds true that the analysis method  applied is 
dependent on the research method adopted in the study (Johnson & Christensen 2012). 
 
As Figure 5.1 above shows, the next stage in the analysis was to setup units of meaning from 
the data. In this study this was applied in relation to the nature of the question given. For 
instance, for the question: What do you believe is the bank’s view of the use of ICTs to develop 
knowledge in the workplace? The responses speaking directly to the questions would be 
classified under perceptions about how the bank views ICT in knowledge development. 
Appendix 6 shows how this aspect was handled in the study as well as the segments developed 
per question. 
 
5.1.1 Data analysis considerations 
The researcher approached the setting of the three cases identified with an open mind prepared 
to immerse himself in the complexity of the situation and interact with the participants 
(Creswell 2007). This means that the researcher aimed to collect data in a context-bound 
manner. Therefore, during data collection there was no generalisation or transfer of findings or 
case specific themes from one case to the other. But it was also strictly observed that the 
analysis of each case was undertaken separately from the other two cases. Once the cases were 
analysed separately for emerging themes, common themes across all three cases were 
identified. 
 
5.2 Biographical Information 
Age 
The age distribution of the 23 bank employees who took part in the study across the three cases, 
is shown in Figure 5.2 below. The majority of the respondents (7) fall into the 31-35 years of 
age group category followed by the second highest number of respondents (6) falling in the 26-
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30-year age range and 36-40 age range. The range covering the 20-25 years age group had 
three respondents and only one respondent was in the 40+ age range. 
 
 
Figure 5.2: Age distribution of Respondents 
 
Gender 
As Figure 5.3 below shows (13) female and ten male respondents provided data. Thus, the 
majority of the respondents in the study were females. 
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Figure 5.3: Gender Distribution of Respondents 
 
 
Highest Educational qualifications 
Most respondents (8) in the study possessed a grade 12 qualification as the highest qualification 
which they possessed followed by five who possessed degrees and five who had certificates. 
One respondent possessed a post graduate degree as shown in Figure 5.4 below. 
 
Figure 5.4: Educational Qualifications of Respondents 
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Years of work experience 
Figure 5.5 illustrates the years of experience participants had in the banking sector. The 
majority of the respondents (eight) had more than seven years’ experience within the banking 
sector, with five respondents having five to six years’ experience. Four respondents had one- 
two years working experience. Three respondents had been in the banking sector for between 
three and four years while only three respondents had less than a years’ experience in the 
banking sector. 
 
Figure 5.5 Years of Experience in the Banking Sector 
 
Computer literacy 
In terms of computer literacy, most respondents (10) believe they fall in the advanced computer 
literacy category while twelve considered themselves to be moderate computer literate. Only 
one respondent considered himself to possess basic computer literacy as shown in Figure 5.6 
below.  
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Figure 5.6: Computer Literacy of Respondents 
 
 
Nature of work 
The respondents who took part in this study were involved in varying areas of the banking 
institutions. Two of the respondents were involved in the sales division of the banks while 
internal support services such as IT and back office functions had seven respondents. The 
administrative category had four respondents and the second largest group, with ten 
respondents, came from the banking services as Figure 5.7 depicts below. 
 
 
Figure 5.7: Nature of Work of Respondents 
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Managerial and non-managerial staff 
Amongst the respondents depicted in Figure 5.8 below, the study also looked at the managerial 
level in which they fell in order to classify them as managerial or non-managerial level. Figure 
5.8 below shows that five of the respondents were in managerial positions and 18 of the 
respondents were non-managerial employees. 
 
 
Figure 5.8: Managerial Levels 
 
Respondents per case 
The study data shows a fair distribution of respondents per case (bank). Most respondents (9) 
come from FNB, while Nedbank had seven respondents and Standard bank also had seven 
respondents as shown in Figure 5.9 below. 
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Figure 5.9: Respondents per Case 
 
The data collected above referred to biographical details of the participants involved in the 
study. While the data collected was purely for descriptive purposes and the influence this data 
may have on the perceptions of the participants on the use of ICTs in knowledge development 
activities was not pre-empted. Due to the exploratory nature of the study undertaken and 
research focus, a rigorous study of the data sets given was not suited. Another study focusing 
on the level of influence that each of the descriptive data may have on perceptions would be 
more appropriate in order to make use of the data. The data was used therefore for descriptive 
purposes in the study undertaken. 
 
The next section focuses on discussing the findings in relation to the three research objectives 
of this study: 
1. Perceptions of Banking staff about knowledge development using ICTs 
2. The Fundamental Dynamics at Play in the use of ICTs for Knowledge Development 
Purposes in Namibian Banking Institutions 
3. the Extent to which ICTs are Applied in the Development of Knowledge in Namibian 
Financial Institutions 
9
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The next chapter, (chapter 6), will focus on discussing the findings and linking the findings to 
the literature review. The emerging themes from the data analysis will guide this discussion as 
well. 
 
5.3 Perceptions of Banking staff about Knowledge Development using ICTs in the 
Institution 
The emerging themes that related to this research objective focused on the perceptions of the 
staff regarding the role of banks in meeting their knowledge development needs, the value they 
see of knowledge development in their line of work and how they perceive the role of ICT in 
their knowledge development needs. 
 
5.3.1 The perceptions of the staff regarding the role of banks in meeting their knowledge 
development needs 
The general feeling of the respondents is that the banking institutions create an enabling 
environment for the knowledge development processes of staff.  The banks do so by providing 
infrastructure and services such as email, training departments and mentors to guide 
employees. One respondent in the managerial level stated: “That’s why we are encouraging 
values such as these open plan offices, so that at least people can see each other; can talk; can 
share; can engage more...” (NB.8) highlighting the extent to which knowledge development 
is valued.  
 
The respondents across all three cases brought out the role of facilitator that the banks play in 
this aspect as these comments show: 
 
Banks creates enabling environment for me to do my work by providing the necessary 
tools, etc. (NB.2) 
Various training programmes are offered for you to upgrade your skills. (FNB.1) 
 
New system into which employees can log in and access certain courses with which 
they can equip themselves with. (SBN.1) 
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5.3.2 Perceptions of staff about knowledge development in their line of work 
The respondents were asked to share their perceptions about knowledge development in their 
line of work. They were specifically asked if they believed that their work required constant 
need for the acquisition, use, sharing and updating of knowledge in order for them to undertake 
their tasks. All the respondents agreed that their line of work requires the constant need to 
acquire, use and share knowledge.   
 
Banking staff (managerial and non-managerial) associate the usage of knowledge with the 
acquisition of knowledge. On acquiring knowledge, seven of the participants indicated the need 
to learn about job processes and institutional services in order to perform their jobs at the 
expected level. One of the respondents maintained that acquiring knowledge met the “need for 
fresh information to be able to assess client needs” (NB1).  Two of the respondents felt that 
acquiring knowledge was necessary in order to keep up to date with technology while getting 
information from other departments was seen as crucial to perform their tasks according to 
three of the respondents.  
 
It is crucial to note that alhough the respondents believed that the acquisition of knowledge 
was a constant need in their line of work, it appeared to be emphasized more in the earlier 
stages of the staff members’ tenure on the job. The following comments from the respondents 
emphasize this view: 
 
There are many rules and regulations that need to be considered in my line of duty, and 
more get added so I need to acquaint myself on a regular basis. (NB.2) 
 
I am still in the process of learning and bettering my skills so I require constant training 
in order to execute a task as required to the best of my ability. (FNB.1) 
 
Aside from acquiring and using knowledge, the study showed that bank employees update their 
knowledge regularly and share their acquired knowledge with their counterparts across the 
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different banking departments. Eight of the respondents explained that sharing of knowledge 
was crucial in supporting other personnel to undertake their tasks as evidenced by the following 
comments: 
 
Share with admin staff that work at the back who don’t know yet how approval/declines 
are done…To teach them what to look at. (FNB.7) 
 
Share among those doing the same work. (NB.3) 
 
I have to share knowledge a lot and support the rest of the bank with information. 
(SBN.1) 
 
Besides the above, four of the respondents felt that it is needed for administrative tasks such as 
reporting to the Bank of Namibia as indicated in the following comment 
Share data with my manager and also report transactions to the Bank of Namibia.  
(NB.4) 
 
From the discussion so far, the findings show that the respondents appear to be consumers of 
the knowledge rather than creators. This is in relation to the creation of knowledge which 
commonly occurs as solutions and new processes or practices take place in the banks. The 
following comments are examples of how this belief was expressed: 
 
But also just how certain things are done like practices in different industries, in 
different departments and things like that. (FNB.6) 
 
I would always speak to my manager …If there is an issue we speak to our manager 
then he will guide us and that’s how we learn stuff (SBN.3) 
 
I Would then call my Training department, I would ask them, that is also another 
guidance. (SBN.2) 
 
Although the patterns identified thus far, such as the regular update of knowledge, are 
uniformly distributed among managerial and non-managerial bank employees, a deviation in 
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that pattern of the knowledge creation practices was observed. The knowledge creation, which 
involves putting together the available information and facts in order to address a particular 
situation, is mostly attributed to managers and staff that work in support departments like IT. 
This is observed in the following responses: 
 I have to share knowledge a lot and support the rest of the bank with information. We 
are constantly creating solutions for problems encountered by other departments such 
as the front office.  (SBN.1) 
 
…you need [to] get information through research on new methodologies; share your 
findings with your team so that they can advise if needed, afterwards you can obviously 
use the information to solve business problems. (FNB.5)  
 
While all the respondents mentioned a range of different strategies that they use for the 
knowledge development activities, three of them went further to mention the value that they 
get from undertaking knowledge development activities in general. The values they mentioned 
ranged from personal development and job performance to compliance requirements in their 
line of work 
 
Getting training to upgrade on my current work position and to have more knowledge 
on what I can do to make my duties easier during the day. (SBN.4) 
 
…that is how we learn new stuff and that’s how we actually grow (SBN.3) 
 
The knowledge keeps me from making mistakes and following the rules set by BON. 
(NB.2) 
5.3.3 Banks perceptions about knowledge development using ICTs 
One of the aims of the study was to establish the perceptions of banking staff about how the 
banking institutions view the use of ICTs in the process of knowledge development. Ten of the 
respondents believe that the banks have a very high regard for the use of ICTs in the process 
of knowledge development  
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The bank is very keen on the use and development of ICT in the bank. (NB.4) 
 
The bank encourages this through various platforms it has made available for this. 
(FNB.2) 
 
They are very supportive because they are always looking for ways to upgrade or to make 
our work much easier, … how can I say this, to make our turnaround time much quicker 
because we are competing with other banks so we need to keep updating our technology 
and our systems in order to achieve excellent results. (SBN.3) 
 
The reasons given by respondents as to why ICTs have such a high regard include, the ease of 
use of these ICTs, access to the ICTs being wide spread in the banking institutions and speed 
of access to the knowledge through ICTs. The following responses express the banking staff’s 
views about why ICT is crucial: 
 
……because it makes it easier to access information and helps process them faster 
(FNB.7) 
 
By using ICTs there should be no problem and it can be distributed as long as it is a useful 
source. (NB.2) 
 
I think yah, they do. Because most of the services we use come from IT services. I think 
they play a big role in our doing our work daily. (SBN.3) 
 
All the staff in the three cases show a convergence towards a positive view of ICT in knowledge 
development. The responses express a strong belief in the value that ICTs have in their 
knowledge development processes. The staff in Namibian banks are able to identify various 
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ICTs for use in knowledge development and have adopted social platforms such as Facebook 
and WhatsApp to support each other and share knowledge related to both work-related matters 
and social life. With the knowledge development process including creation, acquisition, 
sharing, storage and updating of knowledge, all staff show a heavy reliance on ICTs for 
knowledge sharing, storage and updating, but only management level staff. Variances were 
however noted in the beliefs of respondents between the management and staff when it came 
to the strategies for implementing knowledge development using ICTs. The general belief 
among staff being that the organisation should drive the knowledge development initiatives 
and the adoption of ICTs to support knowledge development. 
 
5.4 The Fundamental Dynamics at Play in the use of ICTs for Knowledge Development 
Purposes in Namibian Banking Institutions 
The understanding acquired from literature is that the use of ICT for knowledge development 
purposes is influenced by various factors. In understanding these factors, the banks will be able 
to effectively harness the ICT for their knowledge development activities. The emerging 
themes from the responses are discussed. The focus was on the strategies used by the banks to 
develop knowledge and the factors that influence those knowledge development strategies.  
These are also discussed with the attention being on the role ICT play in the knowledge 
development strategies. 
 
5.4.1 Knowledge development strategies used by banks 
The respondents provided the following as the main knowledge development strategies applied 
in their institutions: 
1. Direct Physical Support 
2. ICT Based Communication Channels 
3. Provision of Reference Materials 
4. Training 
 
5.4.1.1 Direct physical support 
One of the methods mentioned by the respondents was the direct physical support that they 
get from their colleagues.  Five of the respondents indicated that they would consult their 
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manager and/or their training department for assistance on how to perform their tasks in their 
line of work 
 
Share verbally (NB.3) 
 
I would then call my Training department, I would ask them, that is also another 
guidance. (SBN.2) 
 
On the job training from managers (FNB.1) 
 
5.4.1.2 ICT channels 
Seven of the respondents indicated various ICT channels that were used to seek assistance and 
support in order to perform their tasks in their line of work namely e-mail, the internet, Short 
Message Service (SMS), telephone, Microsoft SharePoint and Business Intelligence (BI) tools, 
video conferencing and Microsoft Lync (real time chat application) 
 
Phone (SMS)/telephone/e-mails… (FNB.7) 
 
Receiving hard copies for some and for other soft copy i.e. e-mail (NB.4) 
But there are also courses on the website on things like excel that one can do on their 
own and get marks (SBN.4) 
 
5.4.1.3 Reference materials 
Reference materials refers to any specific material used as a direct reference by the 
@respondents. These materials maybe online (on the internet or intranet) or hardcopies 
(physically accessible for instance books).  Online reference material was identified by three 
respondents as one of the methods they used to develop their knowledge while four respondents 
also mentioned that they used reference material in hardcopies to update their knowledge.  One 
of the respondents indicated that hard copies were useful for the “constant reading on the rules 
and regulatory by-laws.” (NB.2). This was considered to be essential to perform his tasks 
effectively. 
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5.4.1.4 Training 
Training was one of the other methods that four of the respondents indicated as being crucial 
to ensure that they acquired the needed knowledge to perform the tasks in their line of work.  
One of the respondents specified that “colleagues attend trainings and come back and train 
the rest.” (SBN.4). The three cases avail more training opportunities, besides face-to-face 
training, through online courses for the employees to complete on their own and encourage 
learning through online forums.  
 
Yeah you go to a venue like Nampower convention centre or Safari or somewhere 
basically it’s almost like a conference (SBN.2) 
 
Online learning, forums (FNB.4) 
 
5.4.2 Factors that influence knowledge development 
This section discussed the activity triangle in figure 5.10 below which helps to study the various 
factors that influence the use of ICT for knowledge development purposes. By using the 
interview data to study the relationship between the subject: banking staff (both managerial 
and non-managerial) and object: achieving knowledge development mediated by the various 
tools: ICT, the following themes were gleaned:  
 
 
 
 
 
 
 
Figure	2.10	Activity	Diagram:	Bank	Staff	Use	of	ICT	for	Knowledge	Development 
 
Software 
Hardware 
Banking  
Staff 
Object Outcome Knowledge 
Development 
Tools 
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When asked to identify their reasons for their choice of knowledge development methods, the 
respondents gave similar responses across all the three cases. They highlighted five main 
factors that influenced the adoption of their chosen knowledge development strategies namely: 
 Accessibility  
o Speed 
o Ease of use 
 Quality of knowledge offered 
 Quality of Support 
 
5.4.2.1 Accessibility 
Five of the respondents highlighted accessibility as a critical factor for adopting the knowledge 
development strategy mainly because it encompassed the convenience, ease and speed of 
access as shown by the following responses 
 
E-mails are easily accessible; companies don’t use faxes anymore. (SBN.1) 
 
Certain information is more convenient to be handled using soft copy as it saves 
space (doesn’t need to be filed). (NB.4) 
 
No, in all honesty in banking you don’t have the luxury of time being wasted. (SBN.2) 
5.4.2.2 Quality of knowledge 
Quality of knowledge in the banking sector refers to the value that is attached to the knowledge. 
Five of the respondents indicated quality of knowledge as another important factor due to the 
value they expect to get from it as indicated by the responses  
 
…are effective because they constitute the fundamentals of a healthy teamwork 
(FNB.5) 
 
I minimise errors (NB.3) 
 
…when you ask the training department, you know that the people have already done 
this. They have the knowledge and the know-how (SBN.2) 
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5.4.2.3 Quality of support 
According to four respondents, the quality of support is a factor that expresses the ability of 
the knowledge development strategy to allow interaction with the respondents.  The ability of 
the respondents to refer to the queries continuously in a fast and efficient manner is crucial for 
them to share and create knowledge in their line of work as the following comments illustrate 
 
I feel we should  speak face-to-face because then I could raise my questions and 
concerns and I can get feedback immediately instead of sending email and waiting for 
a response. (SBN.3) 
 
I feel the strategies are effective because you don’t have to reinvent the wheel. I mean 
information is there and shared like I said we have a central hub…and find an audit 
project that was done before. (FNB.6) 
 
Another observation from the data collected is that, while the focus area of the study was on 
the role of ICT in knowledge development, the existence and even preference by some 
respondents for the traditional means of knowledge development such as direct peer support or 
even telephonic discussions was observable. 
 
5.5 Investigate and Establish the Extent to which ICTs are Applied in the Development 
of Knowledge in Namibian Financial Institutions 
In order to understand the role that ICTs play in the knowledge development activities of banks, 
the first two objectives focused on the perceptions of banks regarding the value they place on 
knowledge development, knowledge development strategies they use and what influences them 
to use those specific strategies and the role ICTs play in those perceptions and strategies. 
Attention was given to how ICTs are actually applied in the banking sector. The discussion 
around this objective will focus on ICT tools that are used for knowledge development and the 
strategies in place for ICT adoption to further knowledge development. The discussion will 
further focus on the recommendations that the staff proposed to ensure that the power ICTs 
provide is effectively harnessed for the bank’s knowledge development needs and emerging 
trends that banks need to be cognisant of, to remain competitive in the knowledge economy.  
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5.5.1 ICT tools in use for knowledge development 
On the question of the ICT tools that are used for their current knowledge development 
activities, the respondents offered interesting yet consistent responses across the three cases. 
The following are the ICTs the respondents identified in knowledge development together with 
the number of times they were mentioned by the different respondents across all three cases: 
 Internet (12) 
 Email (11) 
 Intranet and Online Repositories/Knowledge banks (9) 
 Phones: Telephone, mobile phones, SMS/WhatsApp (8) 
 Online Training Courses (4) 
 
The motivational elements for these tools are the key factors determining the perceptions that 
bank employees have towards the tools.  These are summarised as follows: 
 
5.5.1.1 Speed of service 
The tools that allow the bank employees to undertake the knowledge development activities at 
the fastest rate and save them time gained preference. Responses from the respondents included 
the following: 
 
….because it makes it easier to access information and helps process them faster 
(FNB.7) 
Fast and effective (saves time) (NB.1) 
 
….you get an instant response (FNB.7) 
 
5.5.1.2 Quality of knowledge 
This theme focused on the value of knowledge that the ICTs facilitate. Quality of knowledge 
in this case emphasised up to date and variety of information. The respondents emphasized 
quality consistently across the three cases as shown by some of their responses below; 
 
The Internet is the most effective because of the constant updated information (NB.2) 
 
There is a variety of information that one has access to on the internet. (FNB.1) 
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5.5.1.3 Accessibility/ease of access to the knowledge provided by the tool 
The ICTs that enable ease of access to knowledge or ensures the development of knowledge 
with minimum effort are of considerable value to the bank employees. The following responses 
qualify this observation: 
 
Making it easy to adopt knowledge (FNB.4) 
 
By using the Internet information available to all, making the distribution and 
knowledge available worldwide (NB.2) 
 
…you know where there is a site on your computer where …you find that the training 
courses that have been offered, (SBN.2) 
 
5.5.1.4 Need for integrated services 
This theme is characterised by the ability of the ICTs to integrate into the current work 
environment of the employees. The following responses show how banking staff relate to this 
theme in relation to the adoption of ICT for knowledge development: 
 
Mainly because I do my work, yeah, my personal life, I run from home on my laptop, 
there I can do anything else I would want to do. (SBN.2) 
 
All of our stuff and sheets we have to fill in everyday is on the server so you have to 
access the server in order to do your duties every day. (SBN.4) 
 
5.5.1.5 Social facilities and interactivity offered through ICT 
The respondents also discussed the ability to collaborate or get feedback in their knowledge 
development process as a motivational aspect that adds value to the knowledge development 
strategy. One of the respondents indicated that the interactivity and collaboration aspect of the 
tools allow them to “actively communicate with users (FNB.3)”. 
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5.5.2 ICT adoption strategies used by banks for knowledge development  
The respondents across all three institutions provided the strategies they felt are in use by banks 
to drive the use of ICTs in knowledge development. The intention was to get participants to 
discuss those strategies that have found relevance with them hence placing a critical eye on 
these. The following strategies are identified by the respondents in relation to the strategies 
they felt are applied by the institution: 
 Training 
 Awareness initiatives 
 Integration into mainstream activities 
 
The banking institutions are noted as providing training services to staff in order to drive the 
adoption of ICT strategies for knowledge development as indicated by some of the responses 
provided below; 
 
Provide induction course (process of whole bank) to determine what you need. Then 
they train you more specifically. (SBN.1) 
 
The spread of extracts from the Internet is distributed among colleagues and case 
studies implemented whereby the Internet is most useful. (NB.2) 
 
Introduction of PDP's [Personal Development Plan] are linked to performance 
management and requires online development to be done as part of score cards. 
Subscription and enrolment to online courses for staff as is required for PDP. (FNB.2) 
 
5.5.3 Recommendations by staff for knowledge development support using ICTs 
The need to support knowledge development through ICTs is an important theme that is 
highlighted in the desires of bank employees for the knowledge development initiatives in the 
future. The suggested recommendations focused on: 
1. Training and awareness 
2. Blended approach to knowledge development strategies 
3. Ease of use 
4. Embedding collaborative practices 
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5.5.3.1 Training and awareness  
One of the respondents in the management division, believed the bank makes use of ICT to 
make the needed information for knowledge development activities available to the staff as 
evidenced by the following comment; 
 
…there is so much that we try to share on the intranet which is our in-house 
portal…that’s why when I spoke about the courses that we have on the platforms so 
that people are encouraged to go in there and do some self-study and all that…… The 
platforms are there, it’s for them and that is why so much information is put on there. 
That’s why I said that we do that because we really encourage or cultivate the culture 
of learning, we want people to read, gain as much knowledge as possible….. so if the 
information is on there for everyone to access, you’ll be able to know it as well. (NB.5) 
 
However, one of the subordinates indicated that they are not always aware of what is available 
and where to find the information; 
 
Because as I said, our knowledge of where that stuff is deposited is limited. I think the 
tools are there, it’s just that they have to come and show us as to where we can get 
them. Even if it’s on the website or the server and stuff (SBN.3) 
 
The respondent further indicated the need to be shown and trained on where to look for the 
information and how to use the available resources; 
 
I can’t think of one right now, but I think just to upgrade on, because there are tools 
and guides that we can use. But just regularly train us where to go and look for those 
guides and stuff (SBN.3) 
 
The need for training and regular updates for staff to gain knowledge of the tools and services 
that they can apply in their knowledge development efforts is a point that came across in all 
the three cases as shown in the following responses;  
 
Constant updates, constant learning sessions via Internet, basically constant 
communication to their staff members using the computer (SBN.2) 
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Constant upgrading, training (short refresher courses). Phones, Intranet, Internet as 
well as e-mail should be considered. They are fast and effective. (NB.1) 
 
 
Mmm maybe that the advisors use more of the trainings that they offer, all of the IT 
trainings. Eh and to just basically make, I think yearly trainings to update our 
computer skills (SBN.4) 
 
 The bank must continuously encourage the use of modern technology while it is 
striving for innovation and efficiency (FNB.5) 
 
5.5.3.2 Blended approach to knowledge development strategies 
Two of the respondents indicated a preference for combining online training with formal forms 
of training like workshops and informal forms of training like on the job training as shown in 
the following comments; 
 
I would rather have a mix of those approaches (SBN.4) 
 
They can still continue this way [online training] but probably once or twice have a 
look at having a training [face-to-face] for a day or 2 days (SBN.3) 
 
One of the respondents proceeded to explain that with blended approaches there were 
opportunities to “ask my own questions and I could raise my concerns.”(SBN.3). 
 
 
5.5.3.3 Ease of use 
Any design aspect of ICTs which render the ICT difficult to obtain information from, can 
prevent the employees from adopting that specific technology as evidenced by the following 
comment  
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That is why I don’t like SharePoint, maybe I don’t understand it but things are not 
properly referenced. Like the Intranet as well, it’s difficult to find things I think if the 
search engines were such that you can search in each way and find a document it 
would be much easier. (FNB.6) 
 
5.5.3.4 Embedding collaborative processes 
ICT tools that support collaboration and communication to aid the knowledge development 
process are effective for the reasons stated below; 
 
I would send the e-mails onto my colleagues and show them (SBN.2) 
 
It is easier to share information with many people simultaneously …we need to 
communicate and share information, also to look up for things .(NB.4) 
 
5.5.3.5 Maintenance of services 
This suggestion relates to the maintenance of ICT infrastructure and services that support 
knowledge development activities. These services need to be kept up-to-date and easy to access 
as discussed by two of the respondents; 
 
I would advise them to upgrade and update the ICT and find better, faster ways of 
doing things. And do research thoroughly. (NB.4) 
 
I think for me, it’s really just finding the information that’s the problem to search for 
it. So if, yeah, if everything was in just one hub where I can find it. (FNB.6) 
 
5.5.3.6 Mentorship 
Mentors according to the banking sector provide assistance to other staff members who may 
not have the necessary knowledge to undertake certain tasks, “If there is an issue we speak to 
our manager then he will guide us and that’s how we’ll learn new stuff and that’s how we 
actually grow” (SBN.2). So mentorship is actually an important means of knowledge sharing 
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that organisations like banks can make use of and need to nurture as highlighted in the 
following comment; 
 
Revise their succession plan by implementing mentors e.g. so that I can pass on areas 
of knowledge to a new person. Currently those that are being mentored end up 
leaving or even those with the experience (FNB.7) 
 
5.5.4 Trends in knowledge development using ICTs 
One of the themes that stood out when the respondents discussed the use of ICTs for knowledge 
development purposes in the banking sector was the social aspect. This is denoted by the 
interaction and collaborative support that ICTs enable during the knowledge development 
process. This theme is also identified in the perceptions of knowledge development and 
continue to be raised by the respondents concerning the emerging trends that they perceive will 
affect knowledge development. The social aspect of knowledge development is facilitated by 
the social media and mobile platforms as indicated by the following comment; 
 
Facebook (dept groups)-employees share knowledge or answer experiences or advice 
each other. WhatsApp-same as above, send pictures (SBN.1) 
 
The move towards mobility and social facilities could be attributed to the time constraints in 
the banking sector and the need for personalized support services that offer quality knowledge 
which in this case refers to access to information from a more knowledgeable person or up to 
date sources. 
 
5.6 Summary 
The main objective of this chapter was to present the findings of the study. The data collected 
from the three cases, FNB, NB and SBN was analysed and presented according to the research 
objectives. The themes that were discussed focussed on the role of the banks in knowledge 
development, perceptions of bank staff about knowledge development and the knowledge 
development strategies used by banks.  The discussion further focussed on the factors that 
influence knowledge development, ICT tools in use for knowledge development, banks 
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perceptions about knowledge development using ICTs, trends in knowledge development 
using ICTs and recommendations for knowledge development support using ICTs. 
 
The findings show that a positive perception exists amongst bank employees about the use of 
ICTs for knowledge development purposes. Various strategies are already in place in all the 
three cases to support knowledge development using ICTs. The organisations themselves have 
a positive perception about knowledge development with the employee segment highlighting 
a number of positive strategies that have been put in place to support knowledge development.  
 
The next chapter will conclude this study by focusing on a summary of the main findings linked 
to the literature, recommendations and areas of further study. 
 
 
 
. 
  
 111 
 
CHAPTER SIX: CONCLUSION 
 
6.0 Introduction 
The face of business is due for a change in Namibia because of the reformatory shift towards a 
knowledge economy and banks being critical partners in the realization of the knowledge 
economy. Banks in Namibia need to embrace this shift to knowledge-based services and hinge 
on maximizing the value of staff within the organisation and their partner networks as well as 
existing infrastructure. Namibian banks have strong partnerships with their South African 
counterparts whom Namibia banking staff perceive to be more experienced and possessing a 
lot of knowledge and experience. The literature review showed that in the context of Namibian 
banks, there was a need to explore the perspective of the stakeholders in the banking sector in 
order to establish their perceptions of ICTs in knowledge development and the adoption of the 
ICTs for knowledge development at a personal level.  In order to maintain the investigation 
towards those institutions with external networks, the study took a multi case study approach 
with three cases identified namely FNB, Nedbank and Standard Bank Namibia, by virtue of 
their international presence and established working experience in the banking sector.  
 
Chapter 1 sets the context and background of the study with chapters 2 and 3 focusing on 
literature review that informed this study. Chapter 4 focused on the methodology and methods 
used in this study. In Chapter 5, the findings of the study were presented according to different 
themes that addressed the research objectives in the study. This was done with the intention to 
put together all the respondents’ perspectives in order to have a clear view of the dominant 
themes that emerged from the findings.  Chapter 6 focuses on a summary of the main findings, 
recommendations and conclusion of this study. This chapter ties the entire discussion from 
chapter 1 through to chapter 5. The chapter will conclude by discussing all the facts identified, 
arguments, summary of findings, recommendations that can be drawn from these and identify 
areas for further research.  
 
6.1 Main Findings of the Study 
The belief that ICT infrastructure in Namibian banks is very advanced and the limited skills 
possessed by staff in the banking sector drove the need to understand the value that ICT has in 
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knowledge development activities. The study was undertaken to explore the knowledge 
development patterns of personnel in the Namibian banking institutions with a view to 
understand their perceptions, approaches and the factors that influence knowledge 
development processes involving ICTs. This emanated from what appeared to be disparities 
such as the limited skills in the financial sector despite the financial institutions boasting of 
advanced ICT infrastructure and services as well as strategic relationships with financial 
institutions in more developed economies like South Africa.  
 
6.1.1 Knowledge development strategies in the banking sector of Namibia 
It is the contention of this study that simply providing the ICT is not adequate for ICT adoption 
and a closer look at the impact of training on facilitating knowledge development activities 
using ICTs is crucial. The study is therefore carried out exploring in brief, the approaches the 
banks applied in knowledge development. Sampson et al. (2002) elucidate that knowledge 
development requires personalised, just in time learning initiatives, in order to meet the needs 
of individuals. This proposition is put forward in the study by staff in Namibian banks as a key 
knowledge development strategy. While training is offered to staff, the delivery approach that 
most bank employees mentioned is on the job training, due to the time constraints they face 
that limit the amount of time that can be allocated to face-to-face training sessions. Online 
training is also offered to staff through online courses that the staff undertake at their own time. 
Although this online training service appeals to a number of the respondents, the banks have 
not adopted this training approach as a compulsory method for staff knowledge development. 
The training is also limited to soft skills and general bank knowledge for staff. The following 
are some of the responses given in this regards: 
“Most of the time you learn on the job. So you have colleagues that attend trainings 
and come back and  train the rest of the members in the department…” (SBN.4) 
“But there are also courses on the website on things like excel that one can do on their 
own and get marks.” (SBN.4) 
“…you would go online and you would do the course and they will also call you and 
yeah, so it's about the bank and yeah, how does it work, they actually give you, it 
actually gives you an insight into the different departments …”(SBN.2) 
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6.1.2 Perceptions of bank personnel about knowledge development using ICTs 
In the banking sector, ICTs act as enablers for the development of knowledge, aiding personnel 
to create, acquire, use and share knowledge on a regular basis. Declarative knowledge 
described as factual, implying a descriptive explanation by Yim et al. (2004) is common within 
the banking sector. Declarative knowledge in the form of policies and procedures in examples 
such as departmental processes and operations. Declarative knowledge is one form of 
knowledge present in the banking institutions. The declarative knowledge exists in the form of 
documented procedures and guidelines in online repositories. Namibian banks show a 
similarity with their South African counterparts , whom literature also highlights as making use 
of declarative knowledge to a large extent (Chigada & Ngulube 2015) . 
 
Procedural knowledge refers to applied knowledge, a process emanating from cognitive aspects 
that a person undergoes.  In chapter two, limited information was given by literature about the 
type of ICTs that support the development of procedural knowledge. The same was observed 
in the study were the respondents did not provide a distinction in the ICT and type of knowledge 
that they use the ICT to support. It does seem though, from literature that ICTs make it easier 
to share procedural knowledge by providing a means for the distribution of this knowledge 
using online repositories, email, intranets and online courses.  
 
Some of the participants’ views about the impact of ICTs on knowledge development included 
the support they offer for the transfer of knowledge and ease in the search for and retrieval of 
knowledge in general rather than support for a specific type of knowledge. One aspect that 
stands out in literature is the social element of knowledge development in general, the study 
shows that collaboration and interaction are critical elements for banking staff in their 
knowledge development processes. This is evidenced by the value they place in ICTs that 
enable them to collaborate and communicate. This finding supports the view from literature 
about the need for social processes to take place in order for knowledge to be developed (Phang 
& Foong 2010).  
 
The study sought to establish the perceptions of the staff in the banking sector of Namibia 
regarding the use of ICTs to develop knowledge. Literature showed that knowledge 
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development is critically dependent on peoples’ learning capabilities (Bhatt 2000; Andersen & 
Hanstad 2013), meaning that it is essential for any knowledge development process in banks 
to be developed on the basis of the perceptions and consideration of the staff.  The paucity of 
knowledge in literature about ICT in knowledge development leaves a gap to explore the 
perceptions of the banking staff on the use of ICTs to enhance their knowledge. The perception 
of the Namibian financial institutions regarding the use of ICT for knowledge development is 
from the perspective of the managerial and non-managerial staff. The managerial staff 
expressed the views of the organisations.  
 
The perceptions that ICTs are enablers of knowledge development posited in literature (Zhang 
et al. 2012; Dorn & Sahinyan 2011; Mueller et al. 2011) are reinforced in the beliefs of 
personnel in the banking sector in Namibia. The study showed that both managerial and non-
managerial personnel in the selected financial institutions believed that ICTs aided them in the 
process of knowledge development and they could easily identify the various ICTs they made 
use of on a daily basis to support their knowledge development processes.  
 
The responses from management of all three banks in this study show that the banking 
institutions have a high regard for the use of ICTs in knowledge development processes in 
order to ensure that the performance and skills requirements of their personnel are catered for. 
In Namibian banking institutions, knowledge development is a constant practice through 
internal strategies such as on the job training.  These Namibian Banks are also strategically 
deploying ICTs for on the job training through online courses, Intranet, internet, collaborative 
tools like Microsoft SharePoint, Easy Aides and online repositories in order to harness more 
benefits from the already advanced infrastructure they have.  This ensures staff have access to 
the information they need to perform their knowledge development activities such as 
knowledge acquisition, use, sharing, updating and creation.  
 
This supportive environment, enabled by ICT, for the knowledge development needs of the 
staff, is provided by the banks and was acknowledged by the staff, when they postulated that 
“banks creates enabling environment for me to do my work by providing the necessary tools, 
etc. (NB.2)”. The underlying rationale for the use of ICTs for knowledge development 
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activities stems from efficiency, speed of processing and ease that the ICTs provide to the 
process of knowledge development activities. 
 
Although the respondents believed that ICTs are of value to their knowledge development 
needs, a lack of understanding of the strategic application of ICTs in the support of knowledge 
development institutionally, exists in Namibian banks. An example of this is the case below in 
which a respondent alluded to the duplication of services provided by ICT tools when asked 
which emerging tools they think will be suitable for their knowledge development needs: 
“I don’t know any of them but what I do find is that sometimes the stuff is duplicated …I 
think for me, it’s really just finding the information that’s the problem to search for it. So 
if, yeah, if everything was in just one hub where I can find it.”(FNB.6)   
 
A similar situation exists in the case of the use of the mobile application WhatsApp by staff. 
The respondent was asked to explain which ICT tool was used to acquire knowledge. The staff 
members created a WhatsApp group on which they share knowledge and communicate rather 
than making use of the platforms deployed by the institutions. 
“I sometimes use email and we have a WhatsApp group and we usually communicate 
through WhatsApp… it’s more a personal group to assist each other and also for 
chatting.”(SBN.3) 
 
The lack of strategic development and implementation of ICTs institutionally, means that 
knowledge may not be stored within the organisation on organisational networks and may be 
disbursed across different platforms, which the banks may not have access to or control over. 
This would make it difficult to access the knowledge when needed by its staff. The adoption 
of the different ICTs may also be affected as the tools that maybe developed by the banks may 
not be effective for the staffs’ knowledge development needs rendering the tools redundant. 
 
Although the perceptions of the managers and non-mangers show a convergence in thinking 
regarding the value of using ICT for knowledge development activities, there appears to be a 
difference with regard to the creation of knowledge with managerial staff being the knowledge 
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workforce. The knowledge workforce, according to literature, are those workers that create 
new strategies, products and innovation in the organisations (Davenport 2005; Chatti 2012). 
The findings of this study show that managerial employees in Namibian banks are the 
knowledge workforce of Namibian banks. The findings further show the non-managerial staff 
to be consumers of knowledge, “I would always speak to my manager …If there is an issue we 
speak to our manager then he will guide us and that’s how we learn stuff (SBN.3)”.  
 
This lack of appreciation of the value of knowledge development and an institutional 
understanding of knowledge development by non-managerial staff is emphasised in the 
findings of the pilot study. In the pilot study all questions that made use of the terms knowledge 
and knowledge development required the researcher to define the two terms whenever they 
were used in the revised questionnaire and interviews. This implies that knowledge 
development strategies among non-managerial staff are more likely to be personally motivated 
rather than institutionally driven activities, which in turn may make the process of development 
of a knowledge workforce difficult to manage and hard to extract full value from, in these 
banks.  
 
6.1.3 ICTs in use in Namibian banks for knowledge development 
Literature describes the level of investment of  ICTs  in banks as being very high  (Abubakar 
& Tasmin 2012; Kabiru & Farouk 2015). This is usually due to ICTs being seen as engines of 
growth in knowledge economies (Piget & Kossai 2013) of which banks are an integral part 
(Levine et al. 2001). This understanding exists in Namibian banks, in which major investments 
are made in ICT in the three Namibian banks. This level of investment of ICTs in the Namibian 
banks supports the country’s vision of ICTs being a driver of the country’s transition into a 
knowledge economy (National Planning Commission 2012) through the widespread use of 
ICTs in the knowledge development processes of all banking staff.  
 
According to the views of the organisations and the banking staff, the research shows that banks 
in Namibia are well developed in terms of ICT infrastructure. The banks have the following 
range of ICT based services that facilitate knowledge development: 
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1. Online learning 
2. Intranets 
3. Internet access 
4. Email services 
  
The staff indicated during the interviews that they use the above-mentioned ICT based services 
interchangeably for their knowledge development needs. In addition, the staff did not mention 
any of these ICT based services consistently enough for each one to be associated specifically 
with knowledge development. The findings of this study could not determine conclusively 
whether the availability of multiple services was a strategic move by the bank to foster 
knowledge development or each service is targeted at other specific uses. This could mean 
therefore that the banks may not have a specific ICT based knowledge development strategy 
in place for their staff. 
 
Most of the ICT tools the banking staff is interested in for knowledge development are tools 
emanating from within the organisation. The email service and internet and intranet as well as 
online services and repositories are all infrastructure and services that the banks provide to its 
staff.  On the other hand, staff in banks make use of their own ICT services through mobile 
devices, namely WhatsApp and SMS. This emanates from the response-rate and collaborative 
abilities these services offer to the banking staff.  Banking staff find value in ICTs that facilitate 
social aspects in knowledge development namely collaboration and knowledge sharing with 
the speed of response being emphasized. One of the respondents when asked about the reason 
they prefer SMS service, proceeds to highlight this by saying: “…you get an instant response” 
(FNB.7).  The value that mobile services offer to the banking sector for knowledge 
development is immense, with banking staff investing time and effort into these. At their own 
cost and effort instead of making use of the bank facilitated services. 
 
The use of ICTs thus extends to mobile services that enable the staff to maintain connectivity 
to the central banks’ work network, while on the move, thus facilitating collaboration and 
communication services. This would be one area in which the financial services sector may 
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offer innovative services as identified by government institutions in Namibia (Ministry of 
Finance 2013).  
 
ICTs have been shown to increase productivity of organisations by facilitating easy access to 
information, processing and storage which can be utilised for decision making processes 
(Turban et al. 2008; Birchall & Giambona 2008). This aspect is prevalent in the Namibian 
banks where efforts are made to invest in ICTs that enhance the quality of information used by 
managers in decision making.  While this shows that decisions related to ICT investment in 
Namibian banks are concerned with increasing productivity, it also shows that the role that 
ICTs play in this process is to facilitate the knowledge development of management. “…even 
it comes to reporting and all these things you know, reporting is very important, that is the 
information managers rely on an executive level to make decisions, so we want to run that 
whole process electronically.”(NB.5) 
 
The staff in all the three banks alluded to the fact that they need to remain competitive and 
ICTs can help them with providing the products and services that help them maintain their 
competitive edge. Basweti et al. (2013) argue that this aspect leads banks to adopt technology. 
These technologies are seen to help the banks ensure that their services are efficient, convenient 
and easy to use for their customers  (Basweti et al. 2013; Hilal 2015).  
 
The supporting processes which include actions, decisions and resource allocation surrounding 
the usage of a particular ICT have a great impact on the adoption of the ICT (Brynjolfsson & 
Hitt 2000b).  In this study, staff identify the processes which influence their adoption of ICTs 
and will be discussed next. 
 
6.1.4 Factors influencing the use of ICT for knowledge development in Namibian financial 
institutions 
Although Straub (2009) discusses that cognitive, emotional and contextual matters will need 
to be taken into account throughout the adoption process of ICTs, the study shows that 
cognitive and contextual matters are the main factors at play in the adoption of ICTs for 
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knowledge development in Namibia banks. Cognitive matters refer to the reasoning and 
understanding applied by the individuals about the ICTs and the benefits that they acquire from 
the adoption of the ICTs. An accessible tool that facilitates quality knowledge delivery will 
have higher adoption rates than one that does not afford the individual these benefits. This point 
emanates from literature which explains adoption from the perspective that the users perception 
about the usefulness of ICT (Mathieson et al. 1991) and expectations about the impact the ICT 
makes in the attainment of value to a process (Kim & Crowston 2011) are crucial determinants 
of the ICTs’ adoption . 
 
There is an overlap on most of the factors which influence the bank employees’ choice of 
knowledge development strategies across all the three banks. Also, the choice of ICT tools for 
their knowledge development activities in the line of work shows more overlap. This means 
that there is little to no variance in the choices of knowledge development strategies and ICT 
tools. The critical determinants which overlap are: 
 Accessibility: Physical access and Ease of Use 
 Quality of knowledge 
 Quality of support 
 Time (speed of access) 
 
In the investigation of literature undertaken in the study, one of the factors that is important 
when users select an ICT for knowledge development is Familiarity/Awareness with the ICT 
tool. This factor is what Adriaanse et al. (2010a) describe as the knowledge and skills that the 
individual has to use ICT and is a determinant of the adoption of ICTs.  The other factors which 
Adriaanse et al. (2010) highlight as determinants of ICT adoption and show a convergence with 
the factors identified in this study are personal motivation, external motivation, knowledge and 
skills to use ICT and perceived time pressure and benefits.  Accessibility in this study refers to 
factors such as ease of use and physical access to the ICT which is shown to have a bearing on 
the user personally. The convenience of accessibility is discussed in literature as the flexibility 
in training delivery. Comacchio & Scapolan (2004) discuss flexibility as one advantage to 
consider when providing services such as training. The assumption being, less effort applied to 
the use of ICT for knowledge development, leads to a greater possibility of ICT adoption. 
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The findings of this study show that although ICTs assist in knowledge develoment,  providing 
access to the ICTs alone may not be enough to encourage or foster the knowledge development 
initiatives of the bank employees. The banking staff , with regard to the methods of ICT 
adoption for their knowledge development initiatives,  were keen on using the ICT which they 
were familiar with or trained on rather than the ones that the bank had in place but had not 
specifically trained them on, as evidenced by the following comment: 
“But just regularly train us where to go look for those guides and stuff. Because as I said, 
our knowledge of that stuff is limited. I think the tools are there, its just that they have to 
come and show us as to where we can get them.”(SBN.4) 
 
Thus it would appear that development of ICT-based inteventions for use in knowledge 
development needs to be complemented by strategies to foster awareness of the ICTs . This 
means that these strategies which  showcase  the benefits of the ICTs and how to use the ICTs 
would be the prefered means of motivating the adoption of ICTs from the perspective of the 
bank employees. 
 
The quality of support is a factor which relates to the emphasis and support that is given to 
knowledge development strategies involving ICT and is aligned to the external motivation for 
the use of ICTs. Literature supports this position with Scaduto et al. (2008) advising that 
institutions’ culture should support transfer of training and development services to staff. 
Bruque et al. (2009) support this position and posit that supportive networks around individuals 
foster self-efficacy and greater performance of the individuals. Adriaanse et al. (2010) avers 
that  the aspect of time pressure is a factor which is applicable to the banking sector in Namibia 
meaning that the ICT tool selected to support knowledge development will be the one that best 
assists them in the shortest time possible.  
 
One of the factors that is not discussed by Adriaanse et al. (2010), but is a critical finding of 
this study, is the emphasis by bank employees on the perception they have of the quality of 
knowledge that the ICT tools facilitate, which falls under the performance expectancy of 
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(UTAUT) (Venkatesh et al. 2003). This factor refers to the value of the knowledge that the 
users perceived ICTs facilitate them to acquire. Rossett & Marshall (2010) argue that the 
internet allowed for the distribution of up to date information, a factor that, as the study show, 
emanates from the need for Namibian bank employees to create knowledge that is relevant and 
effective for them to undertake their work. This is essentially the quality of knowledge. 
 
One of the arguments literature gives is that of the development process of knowledge. Nonaka 
(1991) states that knowledge development is determined by the individuals personal adoption 
patterns. The research findings allude to this as well as the process of adoption of ICTs in 
knowledge development as  not being consistent, showing personal preferences as the driving 
factor behind the adoption. An example is that, out of the tools the banking staff preferred for 
knowledge acquisition, there were a lot of variances, with some staff mentioning email and 
internet and some not mentioning these tools at all. This observation showed that individual 
preferences were applied in ICT tool selection. 
 
 The development of ICTs tools to support knowledge development needs to pay special 
attention to the needs of the target audience (users). This would imply that the banks should 
invest in tools through participatory development processes. The target users would be actively 
involved in the design and development of the tools in order to reach greater adoption rates for 
the tools. This was one of the recommendations of the respondents: 
…First give the people that are to work with it the specific tool or the specific programme, ask 
them exactly what it should be before building this system. Ask them what fields should be 
compulsory and what must be entered and what is the result that they are expecting…hey don’t 
actually know exactly how the processes works. So they would have to get our opinions first 
before they introduce the system. (SBN.3) 
 
Although literature (Harrison et al. 2006) suggests that higher level of education is associated 
with ICT adoption, it was not one of the factors reported by the respondents to influence their 
adoption of ICT for knowledge development purposes. 
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Development of human skills is a strategic advantage in the knowledge society. Knowledge 
development occurs best in an environment that fosters all the essential motivation aspects for 
staff. The study revealed the inclination of bank employees towards the notion that developing 
staff skills offers the banking institutions a strategic advantage when it comes to the 
effectiveness of their performance on the job. Respondents from each of the three cases stated 
that enhancing their knowledge directly improves their effectiveness on the job that, according 
to management personnel, will give the banks competitiveness in the market. 
 
The social aspect of knowledge development comes out strongly in research and this is also 
emphasised in the banking sector with organisational decisions even being taken to allow social 
aspects of staff. 
 
6.2 Recommendations 
The staff in the bank perceive that their knowledge requirements are regularly changing 
stemming from shifts in policies and practices in their line of work. This together with changes 
in their line of work and the provision by banks of ICT based services such as online courses, 
email and the intranet helps in the daily acquisition of knowledge by banking staff as discussed 
by the participants in this study. Although it is clear to see that the knowledge development 
initiatives using ICTs are not easily identified by staff in the banking sector, staff showed 
exposure and experience in the use of these ICTs meaning that the tools are relevant in the 
process of knowledge development. In order for the Namibia banking sector to fully benefit 
from the potential of ICT to support their knowledge development activities, the following 
recommendations are outlined: 
 
6.2.1 Knowledge development as subset of knowledge management 
One key finding that comes out in the investigation is the need to focus on the knowledge 
management strategies in the institution as a whole. This is due to the fact that while 
undertaking the discussions on knowledge, and knowledge development, the respondents 
required explanation as to what the two terms stand for and the respondents in all three cases 
required examples in some instances to grasp the meaning of the terms. This coupled with one 
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of the key findings “the need for training and awareness” for banking staff, points to a potential 
gap in the understanding of staff about knowledge management and its adoption in the banks.  
 
6.2.2 Design considerations for knowledge development 
When developing knowledge development strategies, an inclusive approach to the design is 
essential. Considering that the tools are designed for the users the banks should develop these 
tools under the specific design requirements of the users in order to guarantee maximum 
adoption. Liebermann & Hoffmann (2008) present the view that the perceptions about the staff 
about the knowledge development initiative(such as training) has a big impact on the part of 
learning and the ability of the staff member to transfer this knowledge to the work they do. The 
involvement of staff in the design and deployment of knowledge development initiatives was 
proven to be an essential consideration that organisations should introduce or maintain. The 
intention being to motivate staff to believe in the value of the knowledge development activity 
and ensure maximum transfer of the knowledge acquired. 
 
6.2.3 Training considerations for knowledge development 
Joo et al. (2011) states that skills and knowledge of staff in an organisation  are crucial to gain 
competitive advantages in the knowledge based society.  This view was found to be strongly 
supported by the management in Namibian banks.  The non-managerial staff on the other hand 
viewed human resource development as essential for their personal development in, and 
effectiveness on the job.  
 
Though there were differences in the way managerial and non-managerial staff perceived the 
value of knowledge development, they all agreed that ICTs played a central role in developing 
skills and knowledge through on-the-job training. One of the successful on-the job-training 
initiatives mentioned in one case was the use of ICT-based simulations.  Such training 
initiatives, designed to match the actual banking environment, are considered to be effective 
for developing knowledge and skills (Liebermann & Hoffmann 2008) . 
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Although extant literature (Comacchio & Foscari 2005) and the findings of this study support 
the use of eLearning as an effective tool for imparting knowledge and developing skills, the 
findings of this study further show that employees prefer a blended approach to training. This 
blended approach which combines online courses with face-to-face training, extends learning 
of employees in the workplace (Rossett & Marshall 2010) and allows them to benefit from the 
knowledge obtained from their peers who have more experience and also methods like hands 
on training  allow them to apply the skills they will have learned. 
 
6.2.4 ICT and knowledge development 
Lundvall et al. (2002) discuss competitiveness as the responsiveness of organisations to 
customer needs in a timely manner using vast amounts of information. Thus ICTs that support 
competitiveness have a greater chance of being adopted. This study discovered that in the 
banking sector, along with the level of competiveness as a factor of adoption, ICTs which 
reduce time constraints and support timely delivery of knowledge development services, are 
other factors which influence ICT adoption by the staff members.  Therefore, ICTs which the 
banks invest in, for the purposes of supporting its knowledge development processes, should 
focus on those which improve the rate of searches, access retrieval and updating of information. 
 
6.2.5 Management as active parties in knowledge development 
One of the strong themes that came out during the study was the influence of organisation led 
initiatives on the perceptions of staff. This held true throughout the study reinforcing the 
findings that “management support positively influences use of IT “(Selamat & Jaffar 2011, 
p.212). 
 
6.2.6 Knowledge development through mentorship 
One strategy that facilitates this is mentorship. This recommendation came out in the 
discussions with the respondents who advised the banking institution to consider succession 
and mentorship and another stating that the organisation loses a lot of knowledge when staff 
leave the organisation because their knowledge is kept within a few individuals. Davenport & 
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Prusak (1998) maintain that the knowledge which offers value to an organisation resides in the 
individuals minds and as such, strategies that allow for the sharing and dissemination of the 
residing knowledge is needed for the organisation to maintain its competitive edge.  
 
6.3 Areas for Further Study 
The findings of this study strengthen the argument that ICTs have a role to play in knowledge 
development processes for staff in Namibian financial institutions. However, this study has 
also uncovered areas which need further investigation for the banking sector to fully benefit 
from ICT for its knowledge development initiatives. 
A critical requirement in the process of knowledge development is the driving of awareness 
among staff in the banks. Although the value of knowledge development is appreciated among 
staff, at an organisational level, strategies to enhance awareness of knowledge development 
and knowledge management across the entire staff spectrum are important in order to foster 
the adoption of knowledge development activities that use ICTs. A preliminary study into the 
readiness for knowledge management in banks in Namibia would be a critical area for further 
study preceding knowledge management planning and implementation. 
The adoption factors presented in this study can be of immense value to the process of ICT 
strategy formulation, ICT development and ICT maintenance segments in the banking sector.  
The results can be used for research into adoption patterns for specific ICTs and emerging 
trends in ICTs in supporting business processes such as Human resources development.  
A limitation of this study is the small sample. The factors identified in this study would need 
to be tested on the entire banking staff to obtain a wider representation possibly solicited 
through focus groups in specific business units to gain an understanding of the adoption and 
factors influencing adoption of ICTs for knowledge development per given banking unit.  
The subordinates as the findings of this study show may not prefer trends that seem effective 
according to managers. Though this study could not delve deeper into this variance, this can 
point to possible differences in experiences for management personnel and for general staff. 
Therefore, a study into the basis of this variance using the same methodology can offer deeper 
understanding of the underlying issues related to the use of ICTs from the perspectives of bank 
management while enabling the collection of rich information through the methodology. 
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Although the findings of this study show that ICTs impact the knowledge development 
processes of the bank positively, this study did perform an evaluation of the ICT-Based 
knowledge strategies used by the different banks. Such an evaluation may be needed to 
determine the actual impact of the different ICTs on knowledge development processes of the 
banks in order to offer recommendations for implementation. 
6.4 Conclusion 
The financial services sector is a shining example of progressive technological development in 
which processes are made efficient and influenced by ICT. The positive approach the sector in 
Namibia takes to the adoption of ICTs in knowledge development initiatives may very well be 
at par with developed nations. It thus means that ICTs are a medium that can readily be used 
for the development of knowledge and practices that build the work force in this sector in 
Namibia. Previous studies done in developed countries have focused mainly on the 
organizational perceptions and have put emphasis on technology, rather than the individuals’ 
adoption and knowledge development needs.  
A crucial advantage that the study had was its investigation of the perceptions of individuals in 
the banking sector. The qualitative exploration gave the opportunity for staff to not just describe 
their perceptions but to also express the underlying factors affecting this adoption. The adopted 
theoretic lenses provided a clear analytical view of the banking staff’s adoption process as a 
routine made of multiple considerations by the banking staff.  
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Appendix 2: Consent Form 
Informed Consent 
RESEARCH PARTICIPANT INFORMED CONSENT FORM 
Prospective Research Participant: 
Please read this consent form carefully and ask as many questions as you like before you 
decide whether you want to participate in this research study. You are free to ask questions 
at any time before, during, or after your participation in this research. 
 
Research Study Information  
Research Title:  
Qualitative analysis of the role of Information Communication 
Technology in knowledge development in organisations: Case 
study of financial institutions in Namibia. 
 
Researcher: Mr Joseph Fungayi Gandanhamo 
Student Number: 49019422 
Institution: The University of South Africa (UNISA) 
Location:  Windhoek - Namibia 
Contact Phone: 00 264 81 438 41 46 
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Supervisor Professor Sheryl Buckley 
1. PURPOSE OF THIS RESEARCH STUDY 
o The study you are asked to participate in is an analysis of the role that 
technology plays in knowledge development of the Namibian workforce in 
financial institutions. The aim is to develop an understanding of the 
relationship between ICTs and how knowledge is developed within financial 
institutions from the point of view of the industry stakeholders which include 
you the participant.  
2. PROCEDURES 
o You will be asked to go through the consent form taking note of, among other 
things, the title of the research, its objectives and the risks as well as 
management of the data collection process, presentation and disposal of data. 
o You will be requested to participate in face to face interviews. Once the data is 
collected through interviews, it will be presented to you for approval before 
being finalized as results of the study. 
o The final results of the research study will be presented to you (confidentiality 
maintained). 
o The research study is expected to be undertaken over a period of 
approximately 4 weeks after signing of the consent form. 
o  Interviews will only be scheduled at your convenience. 
3. POSSIBLE RISKS OR DISCOMFORT 
o As of the beginning of this research no known sources of discomfort are 
known or registered but should any discomfort of personal risk be identified or 
the participant is free to terminate/stop the research activities in order to avert 
any discomfort or personal risk. 
4. OWNERSHIP AND DOCUMENTATION OF SPECIMENS 
o Each participant will be furnished with copies of their responses and data they 
provide during the research process. 
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5. POSSIBLE BENEFITS 
o The research hopes to present an understanding that expresses local view of 
ICTs and their contribution to local capacity development and holds potential 
benefits to investments in ICTs, advising on best approaches to fostering a 
knowledge in Namibia, creating avenues for the use of different technologies 
to enhance intellectual capabilities in financial institutions. 
6. FINANCIAL CONSIDERATIONS 
o There are no financial obligations or costs the participant is to incur in 
undertaking this research. 
o No financial benefit or awards will be given for taking part in the research. 
o There are no risks of cost incursion from the participation in this research. 
7. AVAILABLE MEDICAL TREATMENT FOR ADVERSE EXPERIENCES 
This research minimal health risks to participants and should any ricks be incurred, the 
participant is free to immediately terminate the activity in order to avert any risks. 
8. CONFIDENTIALITY 
 As a participant in the research, your identity and contributions will be kept in strict confidence 
and no data collected through the interview process will be attributed to you. Pseudonyms will 
be made use of to identify all participant responses/contributions thereby removing the 
association between participant and specific responses. 
Please note that data collected and findings from the research will be presented to the 
institution, participants and participating organisation without identification of participants. 
9. TERMINATION OF RESEARCH STUDY 
o As freely volunteering participant in this research study, you are free to 
terminate the research at any point during the activities. No liability or risk is 
expected on you as a participant for termination. 
10. AUTHORIZATION 
I have read and understand this consent form, and I freely volunteer to participate in this 
research study. I understand that I will receive a copy of this form. I voluntarily choose to 
participate and I understand that my consent does not take away any legal rights in the case of 
negligence or other legal fault of anyone who is involved in this research study.  
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_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _  _ _  _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ 
Participant Name (Printed or Typed):    Participant Signature: 
Date:       Date:  
 
 
_ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _  _ _   
Researcher Signature:      
Date:        
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Appendix 3: Interview Questions 
Research Questionnaire 
My name is Joseph Gandanhamo, and I am conducting a study on the role of Information and 
Communications Technology (ICT) in knowledge development in banks for my thesis.  
Knowledge development is the process of facilitating the acquisition, creation, sharing and 
distribution of knowledge in your organisation. Each of these is essential in order for 
knowledge development to take place. This questionnaire seeks your views as a member of the 
banking profession about how you perceive and experience the use of ICTs in knowledge 
development activities in your line of work (Think of the skills and understanding you need to 
have in order to perform your duties and support others to do their duties). The research seeks 
to establish your personal views hence the open ended questions. You are encouraged to 
explain as best you feel and to use examples should this help you express your views better. 
All your responses will be anonymous and not linked to you personally. Your participation in 
this study is entirely voluntary and is highly appreciated. 
Biographical Information 
Please provide your answers in the spaces provided. 
Your Age:  
Your Gender: M F 
Highest Qualification:  
Work Experience in Years 
in the Current Bank: 
 
Computer Literacy: Basic: Moderate: Advanced: 
Department/Business Unit:  
Establishing Perceptions 
Please provide your answers in the spaces provided. 
1. What is your line of work? 
 
 
2.  
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a. In your line of work do you feel there is a constant need for you to get , share, use or even 
create knowledge in order for you to undertake the tasks that you have to undertake? 
b. Can you elaborate on your answer above? 
3. What methods have you found to be useful in these activities getting, using, sharing and 
creating the knowledge you need to complete tasks in your line of work? 
4. Why do you feel the above-mentioned methods are effective in helping you to get, use, share 
and create the knowledge you need in your line of work? 
5.  
a. How does the bank support you in these knowledge development activities (getting, using, 
sharing and creating knowledge) in your line of work? 
b. Of the above strategies/methods, which three (3) do you think are the most effective in 
meeting your knowledge development needs in your line of work?  (remember knowledge 
development refers to getting, using, sharing and creating knowledge)  
c. Why do you think so? 
6. Have you used any ICT tools in your knowledge development activities (getting, using, 
sharing and creating knowledge)? (ICT tools refer to any technologies such as like PCS or fax 
or phones or intranet, email, internet etc) 
7. What effect do you think ICTs have or may have in supporting you in the following 
knowledge development activities in your line of work? 
a. Knowledge creation activities  
b. The acquisition of knowledge 
c. The distribution/sharing of knowledge   
d. The updating of knowledge  
 
8. What do you believe is the bank’s view of the use of ICTs to develop knowledge in the 
workplace? (getting, using, sharing and creating knowledge) 
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9.  
a. Which ICT tools do you use in your knowledge development activities (getting, using, 
sharing and creating knowledge) in your line of work? 
b. Please rank order the above-mentioned tools starting with the one you prefer the most to 
the one you least prefer. 
c. Please describe the reasons for your ranking.  
d. Which of the above-mentioned ICT tool(s) do you believe is the most effective and which 
is the least effective for your knowledge development activities (getting, using, sharing and 
creating knowledge) in your line of work? 
e. What makes the above-mentioned tool(s) effective for your knowledge development 
activities in your line of work? 
10. What measures has the management taken or is undertaking to drive the use of ICTs to 
support knowledge development activities (getting, using, sharing and creating knowledge) in 
your line of work? 
11.  
a. Do you think the use of ICTs will influence your knowledge development initiatives (getting, 
using, sharing and creating knowledge) in your line of work in the near future? 
b. Please explain your answer above 
12.  
a. Are there any emerging ICT tools which you believe will contribute to your knowledge 
development (getting, using, sharing and creating knowledge) needs in your line of work (even 
those that you do not use in the organisation as yet)?  
b. Can you mention these tools and why you think they will play a role in your knowledge 
development needs? 
13. What would you advise the bank to consider on matters relating to knowledge development 
using ICTs, in your line of work?  
14.Any other comments and extra contribution. 
Follow up Request 
May I contact you for follow up questions to obtain further clarity on any of your responses? 
If yes, please indicate your preferred means of communication below: 
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Telephone:  
E-mail:  
Other:  
 
Thank you for your contribution and time. 
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Appendix 4: Questionnaire 
Research Questionnaire 
My name is Joseph Gandanhamo, and I am conducting a study on the role of Information and 
Communications Technology (ICT) in knowledge development in banks for my thesis.  
Knowledge development is the process of facilitating the acquisition, creation, sharing and 
distribution of knowledge in your organisation. Each of these is essential in order for 
knowledge development to take place. This questionnaire seeks your views as a member of the 
banking profession about how you perceive and experience the use of ICTs in knowledge 
development activities in your line of work (Think of the skills and understanding you need to 
have in order to perform your duties and support others to do their duties). The research seeks 
to establish your personal views hence the open ended questions. You are encouraged to 
explain as best you feel and to use examples should this help you express your views better. 
All your responses will be anonymous and not linked to you personally. Your participation in 
this study is entirely voluntary and is highly appreciated. 
Biographical Information 
Please provide your answers in the spaces provided. 
Your Age:  
Your Gender: M F 
Highest Qualification:  
Work Experience in Years 
in the Current Bank: 
 
Computer Literacy: Basic: Moderate: Advanced: 
Department/Business Unit:  
Establishing Perceptions 
Please provide your answers in the spaces provided. 
1. What is your line of work? 
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
2.  
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a. In your line of work do you feel there is a constant need for you to get , share, use or even 
create knowledge in order for you to undertake the tasks that you have to undertake? 
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
b. Can you elaborate on your answer above? 
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
3. What methods have you found to be useful in these activities getting, using, sharing and 
creating the knowledge you need to complete tasks in your line of work? 
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
 
4. Why do you feel the above-mentioned methods are effective in helping you to get, use, share 
and create the knowledge you need in your line of work? 
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
5.  
a. How does the bank support you in these knowledge development activities (getting, using, 
sharing and creating knowledge) in your line of work? 
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
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b. Of the above strategies/methods, which three (3) do you think are the most effective in 
meeting your knowledge development needs in your line of work?  (Remember knowledge 
development refers to getting, using, sharing and creating knowledge)  
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
c. Why do you think so? 
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
 
6. Have you used any ICT tools in your knowledge development activities (getting, using, 
sharing and creating knowledge)? (ICT tools refer to any technologies such as like PCS or fax 
or phones or intranet, email, internet etc.) 
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
 
7. What effect do you think ICTs have or may have in supporting you in the following 
knowledge development activities in your line of work? 
a. Knowledge creation activities  
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
b. The acquisition of knowledge 
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
c. The distribution/sharing of knowledge   
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
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d. The updating of knowledge  
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
8. What do you believe is the bank’s view of the use of ICTs to develop knowledge in the 
workplace? (Getting, using, sharing and creating knowledge) 
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
 
9.  
a. Which ICT tools do you use in your knowledge development activities (getting, using, 
sharing and creating knowledge) in your line of work? 
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
b. Please rank order the above-mentioned tools starting with the one you prefer the most to 
the one you least prefer. 
___________________________________________________________________________
___________________________________________________________________________
________________________________________________________________________ 
c. Please describe the reasons for your ranking.  
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
d. Which of the above-mentioned ICT tool(s) do you believe is the most effective and which 
is the least effective for your knowledge development activities (getting, using, sharing and 
creating knowledge) in your line of work? 
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
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d. What makes the above-mentioned tool(s) effective for your knowledge development 
activities in your line of work? 
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
10. What measures has the management taken or is undertaking to drive the use of ICTs to 
support knowledge development activities (Getting, using, sharing and creating knowledge) in 
your line of work? 
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
11.  
a. Do you think the use of ICTs will influence your knowledge development initiatives 
(Getting, using, sharing and creating knowledge) in your line of work in the near future? 
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
b. Please explain your answer above 
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
12.  
a. Are there any emerging ICT tools which you believe will contribute to your knowledge 
development (getting, using, sharing and creating knowledge) needs in your line of work (even 
those that you do not use in the organisation as yet)?  
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
b. Can you mention these tools and why you think they will play a role in your knowledge 
development needs? 
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
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13. What would you advise the bank to consider on matters relating to knowledge development 
using ICTs, in your line of work?  
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
14.Any other comments and extra contribution. 
___________________________________________________________________________
___________________________________________________________________________
___________________________________________________________________________ 
Follow up Request 
May I contact you for follow up questions to obtain further clarity on any of your responses? 
If yes, please indicate your preferred means of communication below: 
Telephone:  
E-mail:  
Other:  
 
Thank you for your contribution and time. 
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Appendix 5: Transcripts 
FNB.1 
Your Age: 32
Gender Female
Highest Qualification: matric
Work Experience in Years in the Current Bank: 1
Computer Literacy: Moderate 
Department/Business Unit: Corporate 
What is your line of work? 
 
Administration 
In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
 
Yes 
Can you elaborate on your answer above? 
 
I am still in the process of learning and bettering my skills so require 
umm constant training in order to execute a task as required to the 
best of my ability. 
 
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? 
 
On the job training from managers helps you to grow and also apply 
what you have learned. Yes .ok 
 
Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
 
It saves costs and time and you can umm ask right there if there is 
something that is unclear and you need more guidance on. Yes. 
 
How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
 
Various training programmes are offered for you to upgrade your 
skills 
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Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge)  
 
On the job training  
 
Why do you think so?  
 
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
 
Yes, all of the above. (PCS or fax or phones or intranet, email, 
internet) 
What effect do you think ICTs have or may have in supporting 
you in the following knowledge development activities in your line 
of work? 
Knowledge creation activities  
Communication as to how a task has to be executed makes it easier to 
understand an apply 
 
The acquisition of knowledge N/A
The distribution/sharing of knowledge  It makes my work very easy
The updating of knowledge  N/A
8. What do you believe is the bank’s view of the use of ICTs to 
develop knowledge in the workplace? (getting, using, sharing and 
creating knowledge) 
To better equip us with the latest technology. 
 
Which ICT tools do you use in your knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
Internet, Intranet and E-MAIL 
 
Please rank order the above-mentioned tools starting with the one 
you prefer the most to the one you least prefer. 
 
Internet, Intranet, E-mail 
Please describe the reasons for your ranking.  
 
Internet has a variety of information that can assist in your growth. 
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Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge 
development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
 
Internet 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work? 
 
 
There is a variety of information that one has access to on the 
internet. 
What measures has the management taken or is undertaking to 
drive the use of ICTs to support knowledge development activities 
(getting, using, sharing and creating knowledge) in your line of 
work? 
 
I believe we are innovative as we try to make use of the ICT 
development 
 
Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future? 
 
Yes 
 Please explain your answer above 
 
Allot of different information can be obtained in the various ICT 
forms. 
Are there any emerging ICT tools which you believe will 
contribute to your knowledge development (getting, using, sharing 
and creating knowledge) needs in your line of work (even those 
that you do not use in the organisation as yet)?  
 
No, not that I know of. 
 
 
Can you mention these tools and why you think will play a role in 
your knowledge development needs?
N/A 
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What would you advise the bank to consider on matters relating 
to knowledge development using ICTs, in your line of work?  
 
The bank is doing well; they should keep doing what they are doing. 
 
Any other comments and extra contribution. No 
May I contact you for follow up questions to obtain further 
clarity on any of your responses? If yes, please indicate your 
preferred means of communication below: 
 
 
 
FNB.2 
Your Age: 39
Gender male 
Highest Qualification: Diploma 
Work Experience in Years in the Current Bank: 20 
Computer Literacy: Advanced 
Department/Business Unit: ICT
What is your line of work? Technology Management 
In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
Yes 
Can you elaborate on your answer above? By virtue of my position it required 
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? 
 
Research via online resources and subscribed memberships to 
organizations like BCS and PMI. Tools used for collaboration and 
sharing are email, SharePoint and BI tools, Video conferencing, MS 
Lync etc 
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Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
online publications to network, departmental enragement at various 
levels and information sharing via presentations 
How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
Various Platforms and systems are available for use in the 
organization to do these activities. 
Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge)  
 
Collaboration workspaces Online courses Sharing via online 
publications 
Why do you think so? better collaboration and communication training and learning can be 
done at your own pace
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
 
Yes 
What effect do you think ICTs have or may have in supporting 
you in the following knowledge development activities in your line 
of work? 
Knowledge creation activities  
Big 
The acquisition of knowledge Very Big 
The distribution/sharing of knowledge   Big 
The updating of knowledge  Big
What do you believe is the bank’s view of the use of ICTs to 
develop knowledge in the workplace? (getting, using, sharing and 
creating knowledge) 
 
 
The bank encourages this through various platforms it has made 
available for this 
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Which ICT tools do you use in your knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
Online Courses and training, knowledge base,SharePoint 
collaboration, Online publications and regular reporting 
Please rank order the above-mentioned tools starting with the one 
you prefer the most to the one you least prefer.
Online Training, regular reporting, online publications 
Please describe the reasons for your ranking.  convenience of use 
Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge 
development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
Use of online courses and training due to convenience of doing it at 
your own pace 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work?
convenience and can be done in spare time 
What measures has the management taken or is undertaking to 
drive the use of ICTs to support knowledge development activities 
(getting, using, sharing and creating knowledge) in your line of 
work? 
Introduction of PDP's are linked to performance management and 
requires online development to be done as part of score cards. 
Subscription and enrolment to online courses for staff as is required 
for PDP.
Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future?
Yes 
Please explain your answer above 
 
Online courses and enrolment have made it easier for workers to 
access and do training and develop skill and knowledge at their own 
pace and their own convenience 
Are there any emerging ICT tools which you believe will 
contribute to your knowledge development (getting, using, sharing 
and creating knowledge) needs in your line of work (even those 
that you do not use in the organisation as yet)?  
No 
Can you mention these tools and why you think will play a role in 
your knowledge development needs?
haven't looked into this lately 
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What would you advise the bank to consider on matters relating 
to knowledge development using ICTs, in your line of work? 
more use of online based training and knowledge sharing 
Any other comments and extra contribution. None 
May I contact you for follow up questions to obtain further 
clarity on any of your responses? If yes, please indicate your 
preferred means of communication below: 
 
N/A 
 
FNB.3 
Your Age: 29 
Gender Female 
Highest Qualification: Grade 12 
Work Experience in Years in the Current Bank: 1 
Computer Literacy: Advanced 
Department/Business Unit: ICT 
What is your line of work? 
 IT Helpdesk 
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In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
Yes 
Can you elaborate on your answer above? We are a network of users; information is needed to be shared in my 
line of duty. 
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work?
Communication via telephone, email. 
Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
Internet access, Outlook access 
How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
The Bank provides Internet access 
Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge)  
 
Internet, emails telephone 
Why do you think so? Internet is networking (joining) individuals, emails are to communicate 
and so are telephones 
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
Yes 
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What effect do you think ICTs have or may have in supporting you 
in the following knowledge development activities in your line of 
work? 
Knowledge creation activities  
N/A 
The acquisition of knowledge N/A 
The distribution/sharing of knowledge   N/A 
The updating of knowledge  N/A 
What do you believe is the bank’s view of the use of ICTs to develop 
knowledge in the workplace? (getting, using, sharing and creating 
knowledge) 
N/A 
Which ICT tools do you use in your knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
Internet, emails telephone 
Please rank order the above-mentioned tools starting with the one 
you prefer the most to the one you least prefer. Internet Emails  Telephone 
Please describe the reasons for your ranking.  Internet is connecting individuals, emails are communicating and 
telephones are communicating 
Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge  
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development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work? It allows us to actively communicate with users. 
What measures has the management taken or is undertaking to 
drive the use of ICTs to support knowledge development activities 
(getting, using, sharing and creating knowledge) in your line of 
work? 
N/A 
Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future? 
Yes 
Please explain your answer above Yes 
Are there any emerging ICT tools which you believe will contribute 
to your knowledge development (getting, using, sharing and 
creating knowledge) needs in your line of work (even those that you 
do not use in the organisation as yet)?  
No 
Can you mention these tools and why you think will play a role in 
your knowledge development needs? N/A 
What would you advise the bank to consider on matters relating to 
knowledge development using ICTs, in your line of work?  
ICT is the future 
Any other comments and extra contribution. N/A 
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May I contact you for follow up questions to obtain further clarity 
on any of your responses? If yes, please indicate your preferred 
means of communication below: 
N/A 
 
FNB.4 
Your Age: 29 
Gender M 
Highest Qualification: National Diploma 
Work Experience in Years in the Current Bank: 5 
Computer Literacy: Advanced 
Department/Business Unit: FNB IT
What is your line of work? 
 
Manager: BI, MIS and Systems 
In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
 
Yes 
 
Can you elaborate on your answer above? 
 
Technology is constantly changing 
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? 
 
Online learning, forums, keeping up with technology trends 
 
Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
Their value is self-explanatory 
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How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
A business case that is well formulated to undertake any activity will 
in all likelihood be approved 
 
Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge)  
Internet, email, FNB IT knowledge base 
Why do you think so? I have used them extensively 
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
 
Yes 
What effect do you think ICTs have or may have in supporting 
you in the following knowledge development activities in your line 
of work? 
Knowledge creation activities  
Creating knowledge 
The acquisition of knowledge Making it easy to adopt knowledge
The distribution/sharing of knowledge  Making knowledge accessible
The updating of knowledge  Keeping content current 
What do you believe is the bank’s view of the use of ICTs to 
develop knowledge in the workplace? (getting, using, sharing and 
creating knowledge) 
No idea 
 
Which ICT tools do you use in your knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
 
The internet mostly 
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Please rank order the above-mentioned tools starting with the one 
you prefer the most to the one you least prefer. 
 
The internet I refer to has to do with online learning and forums, KB's 
etc. 
Please describe the reasons for your ranking.  I ranked them based on my preference 
Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge 
development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
 
Internet most effective 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work? 
 
Immediacy, ease of access, multiple resources 
What measures has the management taken or is undertaking to 
drive the use of ICTs to support knowledge development activities 
(getting, using, sharing and creating knowledge) in your line of 
work? 
 
We have setup a knowledge base 
Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future?
Yes 
Please explain your answer above ICT drives knowledge development 
 
Are there any emerging ICT tools which you believe will 
contribute to your knowledge development (getting, using, sharing 
and creating knowledge) needs in your line of work (even those 
that you do not use in the organisation as yet)?  
Yes 
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Can you mention these tools and why you think will play a role in 
your knowledge development needs? 
Not sure but I assume there must be 
What would you advise the bank to consider on matters relating 
to knowledge development using ICTs, in your line of work?  
Not sure, not too familiar with the subject 
Any other comments and extra contribution. No, none 
 
FNB.5 
Your Age: 21
Gender M
Highest Qualification: National Diploma 
Work Experience in Years in the Current Bank: 1 
Computer Literacy: Advanced 
Department/Business Unit: IT 
What is your line of work? 
 
Software Development 
In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake?
Yes 
Can you elaborate on your answer above? 
 
Technology is constantly changing 
 
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? 
 
Sharing is the most useful method in my line of work. But other 
methods also play a significant role. 
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Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
 
They are effective because they constitute the fundamentals of a 
healthy teamwork. 
How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
 
In various ways like providing internet access and learning sites; just 
to list a few. 
Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge)  
 
Why do you think so? 
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
 
Yes 
What effect do you think ICTs have or may have in supporting 
you in the following knowledge development activities in your line 
of work? 
Knowledge creation activities  
 
The acquisition of knowledge 
The distribution/sharing of knowledge  
The updating of knowledge  
What do you believe is the bank’s view of the use of ICTs to 
develop knowledge in the workplace? (getting, using, sharing and 
creating knowledge) 
I think the bank's view is that ICTs is the most effective facilitator in 
the game. 
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Which ICT tools do you use in your knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
Emails, internet/intranet, phone, PCs. 
Please rank order the above-mentioned tools starting with the one 
you prefer the most to the one you least prefer.
PCs, internet/intranet, Email, phone, 
Please describe the reasons for your ranking.  
 
I have chosen a PC as the most preferred tool because almost every 
work I do, I use my PC. And because I have to research on the web, I 
also need internet access. Email and the phone, I use them for 
interactions with the team.
Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge 
development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
 
Internet/intranet and the PC is the most important. At the moment, 
phone is the least important to me. 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work? 
 
 
It is because of these tools that I can develop software applications. 
What measures has the management taken or is undertaking to 
drive the use of ICTs to support knowledge development activities 
(getting, using, sharing and creating knowledge) in your line of 
work? 
 
 
Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future? 
Because it will change the way I think and the way I carry out my 
everyday tasks. 
Please explain your answer above 
Are there any emerging ICT tools which you believe will 
contribute to your knowledge development (getting, using, sharing 
and creating knowledge) needs in your line of work (even those 
that you do not use in the organisation as yet)? 
No 
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Can you mention these tools and why you think will play a role in 
your knowledge development needs?
What would you advise the bank to consider on matters relating 
to knowledge development using ICTs, in your line of work?  
The bank must continuously encourage the use of modern technology 
while it is striving for innovation and efficiency. 
Any other comments and extra contribution. No, none 
 
FNB.7 
Your Age: 35 
Gender Female 
Highest Qualification: Hons Degree 
Work Experience in Years in the Current Bank:  
Computer Literacy: Moderate 
Department/Business Unit: Corporate 
What is your line of work? 
 
Administration 
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In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
Yes.  
Can you elaborate on your answer above? 
 
Because I am an internal auditor, my knowledge development needs 
have to do with knowledge of certain statutory regulations like Acts, 
labour acts, health and safety acts and things like that. Also, just you 
know industry standards, things like the code of ethics for internal 
auditors or international frameworks, professional frameworks for 
internal auditors like that. So auditors need to understand how to go 
about doing audits and what the best practices are and things like 
that. But also just how certain things are done like practices in 
different industries, in different departments and things like that.
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? 
 
What we do as auditors, we, when we go and audit an area, we scope 
the area and find out what their processes are and knowing what 
their processes are, we find out what the risks are and then from that 
we check what controls the department  has in place and we assess 
those controls. So these strategies we found is if say I have done an 
area then that what I find, I document and we keep in a central, like a 
central database we call it GMATE. It is an audit workflow 
programme which is good so that you the next time when someone 
does similar audit they can use the information that I have or that I 
documented to use so that the wheel doesn’t have to be reinvented so 
just basically like a SharePoint. We have SharePoint as well but like 
a central base for sharing information so yeah, I don’t know if that 
answers the question about the strategies but yeah but documenting 
the information found and then sharing it across the department.
Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
I feel that the above mentioned strategies are effective because you 
don’t have to re-invent the wheel. I mean the information is there be 
shared like I said we have like a central hub where one can find 
things like the projects that we do are uniquely numbered so you can 
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 go and find any audit project that was done. You can find work 
papers there, any audit tests that were performed, you can see how an 
auditor reached a conclusion and you know just different things, 
yeah. So it’s effective because information is available.  
 
How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
 
 
I don’t know, it could be improved I guess. For example what I find 
that doesn’t work, this is now 4b. What they could do is maybe make 
the search criteria or the search function a bit more flexible because 
besides the central thingy that we have for auditors, the bank itself 
has what we call golden rules and it is shared on the Intranet and 
sometimes these things are not properly  indexed and it’s difficult to 
find certain golden rules for specific something likewise with the 
audit templates, if they were properly referenced and if the search 
engine was better then I think it would be easier. I think I have 
answered 4 a, b and c now 
Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge)  
Why do you think so? 
 
 
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
 
Well of course ICT is the way to go, I think it’s much easier. One 
doesn’t have to search through hordes of paper and books to find 
things and just type in your search criteria to find something and the 
computer is obviously much faster than the human being. So I think 
ICT is the way to go especially if the tool being used is user friendly 
and effective because otherwise it becomes just frustrating. 
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What effect do you think ICTs have or may have in supporting you 
in the following knowledge development activities in your line of 
work? 
Knowledge creation activities  
 
 
6 a, b, c and d can be answered together. Knowledge development 
activities, I don’t really know what those might be but it would be 
yeah, I mean if somebody finds something and they know something, 
like I found an Act pertaining to anti-money laundering. If I found 
that and I put that on there or I don’t know how else one would create 
knowledge but then if I put it on the database or something then it’s 
easy for somebody else to acquire that knowledge which I think 
pertains to 6b or yeah if somebody just sources everything and puts it 
somewhere on a central place then it’s easy to find and then 
distribution and sharing of knowledge would be easier you know if 
people could find what they find and put it at a central place and how 
ICT could help, I don’t know, I guess somebody would need to be in 
charge and check I guess maybe change management guidelines 
would need to be implemented so that documents or information can 
be easily updated and one could keep track of how regularly the 
information was updated. 
 
The acquisition of knowledge 
 
The distribution/sharing of knowledge   
 
The updating of knowledge  
 
 
What do you believe is the bank’s view of the use of ICTs to develop 
knowledge in the workplace? (getting, using, sharing and creating 
knowledge) 
 
 
The bank they are big on this because obviously the bank is very rigid 
and strict in terms of their rules. Currently we are just basically using 
the Internet for the bank, like internal audit has SharePoint where we 
put all kinds of templates and things so people can share it and we 
have the work flow programme as well where we store our projects 
and things. So my workplace really does believe in using ICT and its 
being used more and more for workflow programme and things 
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Which ICT tools do you use in your knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
 
 
Like I said we use SharePoint to share templates and to yeah, really 
lot of templates and policies and things. Like I said we also have a 
workflow programme where our audits are stored and where like an 
entire audit project is saved. We also now are using a data analytic 
tool to manipulate data and to like, yeah, it’s called ACL. We use 
that. Just the usual obviously email to communicate. Like when an 
auditor does work, the work has to be reviewed so that the email is 
used to communicate but the workflow programme can also be used 
because the reviewing and notes and things can be done on the same 
work flow programme which serves as a databased where projects 
are stored. But is also a way to then review the work and to comment 
and what not. So those are all that I can think of now and obviously 
the usual work flow * that we use. I mean work done in EXCEL, 
reports done in WORD so just the normal office packages. But then 
yeah, obviously, things like database and stuff. I hope that answers 
that 
 
 
 
Please rank order the above-mentioned tools starting with the one 
you prefer the most to the one you least prefer. 
 
No, they are all quite useful. Workflow programme is really quite 
useful because it helps to keep things together and yeah. Okay, our 
SharePoint is not that useful because it’s not so user-friendly. Like I 
said things are not properly indexed so it’s difficult to find something 
like you search and if something is like  its saved by the document 
name and you can’t find it, like yeah, that’s not cool. Yeah, so by 
answering this, I think I am sort of answering 1b and 1c. That is why I 
don’t like SharePoint, maybe it’s not, I don’t understand it but things 
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are not properly referenced. Like the Intranet as well, it’s difficult to 
find things I think if the search engines were such that you can search 
in each way and find a document it would be much easier. So yeah. 
Please describe the reasons for your ranking.   
Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge 
development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
 
I don’t think anyone is more effective. I think it might be a duplication 
because either one of them can be used. So when they have different 
functions also like because of the nature of our department, we have 
our internal Intranet obviously but then we have another one just for 
auditors so I don’t think one is more effective than the other one. 
Except for the workflow programme which serves its own purpose as 
well as each one is necessary. I just think they all just need to be 
streamlined 
 
 
 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work? 
 
 
Like I said, I don’t. It’s effective because there’s a hub everybody can 
access, things are documents and can refer back to it but they would 
be more effective if the indexing of the storage, yeah, the indexing 
was done better so that one could find the things easier and cn mine 
the things faster. Also, they’re just slow so I don’t know if that has 
anything to do with the knowledge development but I think they’re 
fine, the way they are 
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What measures has the management taken or is undertaking to 
drive the use of ICTs to support knowledge development activities 
(getting, using, sharing and creating knowledge) in your line of 
work? 
 
Yeah, like  I said, we have the data analytics tool so that we can mine 
our own data and you use we use CAATs-Computer Aided Audit 
Techniques. We also use ICT to extract data and to you know * 
things, you know instead of just sampling where an auditor would say 
sample like a few things like 21 or 45, with CAATs, you can now just 
run through the whole sample and do a 100% sampling and check 
things. You know so I don’t know if that has to do with knowledge 
development but that’s the computer tool used to make your audit 
more effective and more comprehensive So management is looking to 
that in terms of ICT like said the data analytics tool and the fact that 
we no longer keep files of audit work in a strong room but have a 
central database where the audit project is stored you know online 
 
Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future? 
 
 
I think just that information can be shared across departments, oh 
well, I mean, yeah, sort of departments because we’ve got a SA team 
in here. The fact that we can have SharePoint and have auditors in 
Botswana and auditors in Swaziland and Mozambique and here share 
work, that’s great. You know it makes knowledge sharing better and 
more effective and you’ve got * input of work. 
 
Please explain your answer above 
 
 
Are there any emerging ICT tools which you believe will contribute 
to your knowledge development (getting, using, sharing and 
creating knowledge) needs in your line of work (even those that you 
do not use in the organisation as yet)?  
Okay, I don’t know any of them but what I do find is that sometimes 
the stuff is duplicated so if I could, oe big thing where we store 
information and we do the projects and there was a way to. I think for 
me, it’s really just findings the information that’s the problem to 
search for it. So if, yeah, if everything was in just one hub where I can 
find it. Like if I want to find a certain Act or a way to audit suspense 
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 accounts or whatever, you know like that if there was just a better 
way. If the stuff was better indexed, I would be happy. 
 
Can you mention these tools and why you think will play a role in 
your knowledge development needs? 
 
What would you advise the bank to consider on matters relating to 
knowledge development using ICTs, in your line of work?  
Yeah, I think it’s like I said the search engines should be better, they 
should be stricter indexing rules so that when people put stuff on the 
Intranet that they are better indexed so that they are easier to find 
and also change management should be better implemented so that if 
something changes that one can see when exactly it was changed and 
what was changed because now sometimes they would be a like a 
manual or a policy and that policy becomes expired and they put up a 
new one but they don’t take the old off, they just put a new one and 
you don’t know and you both of them will be one there. Or they take 
off the old one and put on the new one but they don’t date the things 
so say a rule changes, one doesn’t know when that rule came into 
practice or into effect so those kind of technical things.
Any other comments and extra contribution. Yeah, there are no other comments and contributions 
May I contact you for follow up questions to obtain further clarity 
on any of your responses? If yes, please indicate your preferred 
means of communication below: 
 
 
 
FNB.7 
Your Age: 43
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Gender Female 
Highest Qualification: Matric, Current Student in B.Economics 
Work Experience in Years in the Current Bank: 22 
Computer Literacy: Advanced 
Department/Business Unit: Loans 
What is your line of work? 
 
Branch Manager 
In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
 
Yes all of the above 
 
 
 
Can you elaborate on your answer above? 
 
Create: open a loan on the systems with current details (everything 
including next of kin) in case they don’t pay back loan. 
Get: clients provide payslip, ID and letter of employment. 
Use: check client status on computer/upload information. 
Share: Write approved or declined on hardcopy of client. Share with 
admin staff that work at the back who don’t know yet how 
approval/declines are done. To teach them what to look at. 
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? 
 
Phone (SMS)/telephone/e-mails/face to face/PC e.g of you don’t have 
name of client but only have cell number-the bank system can throw 
out names and other details. 
Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
All of the above help to get the job done 
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How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
 
When you join the bank you are trained on bank basics, e.g. bank 
system. Every time there is an upgrade, all staff members are trained. 
Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge)  
 
SMS/WhatsApp, Telephone, E-mails 
Why do you think so? SMS/WhatsApp-people respond instantly 
Telephone-preferred if (1) doesn’t work 
E-mails if (1) and (2) don’t work, this one is the next best 
 
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
 
Yes, I have 
What effect do you think ICTs have or may have in supporting 
you in the following knowledge development activities in your line 
of work? 
Knowledge creation activities  
 
 
Knowledge is gained over years which emanates into creating new 
knowledge which is shared with others. 
The acquisition of knowledge 
 
ICT has made things easier because information is easily 
available/accessible. On the bank system or shared face-to-face by 
colleagues or e-mailed or Whatsapped 
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The distribution/sharing of knowledge   
 
We have weekly “on the job training” in which we share the week 
that was and learn from each other or update staff. People also share 
what they found on Google with others via e-mail. 
The updating of knowledge  
 
If declined applications for existing client, it is updated. But a first 
time decline is not uploaded. If loan acquired, even for existing then it 
is updated/if not loan an overdraft in branches is also updated.
What do you believe is the bank’s view of the use of ICTs to 
develop knowledge in the workplace? (getting, using, sharing and 
creating knowledge) 
 
 
The bank fully supports the use of ICT because it makes it easier to 
access information and helps process them faster e.g if parent opens 
an account for baby-once they are grown the bank just updates the 
information cause it is on system. 
Which ICT tools do you use in your knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
PC, cell phone, telephone, bank system, ITC-credit bureau, Internet, 
Intranet, E-mail. 
 
 
Please rank order the above-mentioned tools starting with the one 
you prefer the most to the one you least prefer. 
 
Cell phone, Telephone, Bank system, ITC 
Please describe the reasons for your ranking.  
 
See 9 (b). ITC is not a bank system but we have access to it to 
ascertain if client is not backlisted. 
Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge 
development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
 
Most-Cell phone/bank system 
Least-Maybe telephone 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work?
Most-cell phone-you get an instant response 
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Least-telephone-you can call with the cell phone 
What measures has the management taken or is undertaking to 
drive the use of ICTs to support knowledge development activities 
(getting, using, sharing and creating knowledge) in your line of 
work? 
 
Training-weekly learning and development 
Identify and refer staff to be training centre on e.g customer service, 
telephone etiquette.  
There is training for every upgrade or new employee 
Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future? 
 
Yes, it does 
Please explain your answer above 
 
In this day and age, it will be impossible to work in the bank if you 
don’t have ICT knowledge. The bank can’t go back to old systems but 
is moving ahead to newer things. 
Are there any emerging ICT tools which you believe will 
contribute to your knowledge development (getting, using, sharing 
and creating knowledge) needs in your line of work (even those 
that you do not use in the organisation as yet)?  
Yes 
Can you mention these tools and why you think will play a role in 
your knowledge development needs? 
 
We are looking at implementing a tool that is linked to the ATM 
where clients don’t have to come into the bank anymore but can apply 
for a loan at the ATM and be able to withdraw immediately if 
approved. System already used in SA. 
What would you advise the bank to consider on matters relating 
to knowledge development using ICTs, in your line of work?  
Revise their succession plan by implementing mentors e.g. so that I 
can pass on areas of knowledge to a new person. Currently those that 
are being mentored end up leaving or even those with the experience.
Any other comments and extra contribution. N/A 
 
FNB.8 
Your Age: 32 
Highest Qualification: Bachelors (NQ F 7) 
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Work Experience in Years in the Current Bank: 8 
Computer Literacy: Advanced 
Department/Business Unit: Operations 
What is your line of work? 
 
Operations Management 
In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
 
Yes.  
 
 
 
Can you elaborate on your answer above? 
 
Constant need to update knowledge due to the rapid changes 
happening in the banking industry like umm the payment Industry 
Standard are changing constantly and all these changes are 
interlinked and one cannot undertake international transfers with no 
knowledge. 
It is a must hey, the onus lies with the senior people who are always 
involved with the new developments coming in and the changes that 
we did but it is not carried out to the bottom and these people get lost 
in the process. 
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? 
 
Well umm we are a very small team , ummm and we don’t have an 
HR department so our turnover for this year was we employed 35 
people and 3 resigned so it’s not like a lot of people decided not to 
work for us anymore. So these that do come in, from my personal 
experience and what I have done is, a lot of our stuff is web based, 
interfaces, quite easy to manoeuvre and easy to manipulate. So my 
style is that I give them the tools and they play around with it. Then I 
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take them in a room and for 2-3 hours we discuss whatever is there, 
any shortcomings and I make them see and from there on its their 
responsibility and then on when I really see that they are struggling I 
put them in a room again and we then go through it again and we see 
that they actually understand it now. You know what, with people 
what happens is that especially with technology, you try and 
implement something you have a full on project and before 
implementation you want them to now do some training and people 
don’t focus when it’s a new implementation and you train before the 
time, they don’t focus. So when the thing is actually implemented now 
you have people that you have already trained on and you expect 
from them to know it but it’s not the case. I then make them swim and 
when I really see that they are struggling then I come in again and we 
take it from scratch and they actually understand the concepts better 
and then they can then work on applying and understanding it better 
and they actually do it themselves. So that’s just my style and it works 
for me and from that I can also see who are the strong guys, who are 
the weak guys, who are the ones I can rely on and who needs another 
session and stuff like that. We don’t have time to constantly bother 
with training or putting in groups and whatever. You are, you know, 
you are either on board or not. It’s just how we operate. Probably not 
the right way of approaching things but we really don’t have money 
and resources.  
Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
 
Like I mentioned the method that I am using is basically a self-
learning method and its working well. I constantly whenever 
something comes up, I constantly share it with them and I make sure 
the shared material is understood and that way when something else 
happens…….. in the future, they already have an idea of what is 
expected,  it makes the while learning much easier for everyone. 
Individuals learn better on their own, this way…. to do certain things 
on their own and you can also see where the gaps are. You get those 
gaps immediately. If you put expectations on …..  and you don’t 
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yourself have operations in place, you are shooting yourself in the 
foot so you have that background from that foundation of your  
operational procedures and processes that are very important. So one 
of my methods is also to make sure that ground work is in place like 
policies are in place, it’s very important even if it’s just a one liner, 
you must have that. Otherwise if there’s no guidance and everyone 
just does their own thing and that is not what you want. 
 
 
 
How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
 
Look our model is a bit different, we adapt to all kinds of situations so 
if there is a need for a branch, we set up a branch, if there is a need 
for this or that, and we do it. We are a small team and we don’t carry 
a lot of overheads so it’s easy for us to just implement anything. If 
there are new projects in the industry, it’s also easy for us, we just 
need to make time for it, and allocate the resources and then we just 
go for it. And we adapt to change quite easy. Our costing is not split 
coz we fall under a group that is very wealthy. Everything is just like 
a father with a baby daughter, she cries about whatever and you give 
it to her. 
Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge)  
Self -learning 
Why do you think so? It helps me to control and monitor and time management. 
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
I am very bad at sharing. That is the thing. All of our things are new 
to us so when something new is implemented and procedures are put 
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tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
 
in place, very importantly……., requirement documents. So all the 
steps and everything that you see in the document the way you want 
processes so once you have that document out, you can write now 
procedures for your staff and your staff follows the procedures. So 
basically what I am saying is I have all of those things in place. I give 
it to them, what they make of it is up to them and that’s where you 
also see who are the high flyers and who are the lazy ones. I don’t 
know if that answers the questions but in terms of tools, processes and 
procedures again before you can even get there, the implementation, 
at the project initiation phase is when you have your statement of 
work and all of that cut out you also have your requirement document 
that is set up. Once that is done, the implementation is done then the 
training is done based on the requirements. So we do take them 
through that but it’s not your day-to-day training that everyone is 
used to. This is like “okay guys lets implement this here’s the 
document and this is how it works”. We force our people all the time 
to do some self-development and to understand the details but it gets 
difficult when people are coming on board and ……     
 
…………basically the Internet, web servers….Internet is our big, 
big……….. 
What effect do you think ICTs have or may have in supporting 
you in the following knowledge development activities in your line 
of work? 
Knowledge creation activities  
 
 
Information, all of them are stored on word documents and pdf 
documents and printed. Those are easily, you can have them on your 
PCs, you can have them on your e-mails, you can have it wherever 
you are, you can have it on Drop Box….you can print them out but 
like I said our main source is the Internet. BRP Requirement 
documents, For me web services, the intranet , internet. Word and 
PDF on PC and email and Dropbox. The acquisition of knowledge 
 
The distribution/sharing of knowledge   
 
The updating of knowledge  
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What do you believe is the bank’s view of the use of ICTs to 
develop knowledge in the workplace? (getting, using, sharing and 
creating knowledge) 
 
 
We really went out of our way for each and every person that is 
involved; we go out of our way to make sure that you only have the 
best supported products. So if the support in an area that is of such 
that at any time or any area is such that I can call anyone and that’s 
the product we get and its working well for us.OK  UMM
 
 
When it comes to knowledge development , Which ICT tools do 
you use in your knowledge development activities (getting, using, 
sharing and creating knowledge)  say to get new knowledge 
 
 
 
Online tutorials. Why is that? A lot of people do a lot of research 
and for me it’s easy if something is broken or I can’t fix it then  for me 
it is easy to go online, find a tutorial, try and understand what, how it 
works and then start blogging, and there are blogs all over. 
Sometimes it gets a bit messy because there’s too much information 
that is not relevant but at the end of the day, I haven’t really slotted 
anything there. I go and look for tutorials, something that explains 
how I got the issue, try and understand how it happened instead of 
just researching or investigating about the problem itself. 
Ok um is there an instance where you have a preference maybe 
for other tools? and can you rank order the above-mentioned 
tools starting with the one you prefer the most to the one you least 
prefer. 
 
You know what also works well is networking so you have these work 
groups and in your work groups you start networking with people 
from different area and sometimes it’s just nice to have conversations 
with these people and also understand how the business works and 
from there you also find out what they use to do certain things like 
that. So specific tools and things like that I am unfortunately stuck on 
the world wide web even if you ask me now, if I was sitting in front of 
my PC right now, the question you would have asked me, I would 
have checked. I am being honest. That’s how we all operate. 
DO YOU THINK THIS CUTS ACROSS TO OTHER PEOPLE IN 
THE ORGANISATION OR DEPARTMENTS? 
Please describe the reasons for your ranking.  
 
Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge 
development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
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 For them its more on experience but very good leaders so all of them 
are highly educated and books that they have read and the materials 
they have gone through supports them in thinking certain ways so all 
of us are actually forced to also….so for instance you find out where 
the department is currently then you quickly do a SWOT analysis you 
do your 3ces. and that’s how basically how we do it.. 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work? 
 
 
 
 
What measures has the management taken or is undertaking to 
drive the use of ICTs to support knowledge development activities 
(getting, using, sharing and creating knowledge) in your line of 
work?Umm ,  How do you think the organisation views the use of 
ICT t in knowledge development 
 
That one I cannot answer because we don’t have a big IT 
infrastructure that is supported by the bank itself. That’s outsourced 
so what we do is we manage, we have close relations with these guys 
and they manage it for us. But for core banking and internal and stuff 
like that we have all types of things, eh for some of the development 
tools. What are the options?  
UM JUST THINK OF THE SUPPORT FOR INFORMATION DO 
YOU THINK THE COMPANY BELIEVES IN THE VALUE  THAT 
ICT OFFERES WHEN STAFF NEED TO GAIN NEW SKILLS OR 
UNDERSTANDING IN THEIR WORK 
We are not there yet, definitely not there yet. All of the people that we 
employ are either skilled or have got some post grad or something so 
it’s not like we are focusing on getting them upskilled right now. We 
are not there. We are at still at the phase where we buy out skills, we 
don’t take people from actually we do but for really entry level 
jobs…..but we are not at that point where we upskills them, not now.. 
We are constantly changing our business plan. That is something 
difficult. OK I UNDERSTAND
Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future? 
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Please explain your answer above  
 Are there any emerging ICT tools which you believe will 
contribute to your knowledge development (getting, using, sharing 
and creating knowledge) needs in your line of work (even those 
that you do not use in the organisation as yet)?  
 
No, not that I can think of right now. OK 
 
Can you mention these tools and why you think they will play a 
role in your knowledge development needs? 
N/A 
What would you advise the bank to consider on matters relating 
to knowledge development using ICTs, in your line of work?  
 
We are currently busy with, we are to trying to take over some of the 
aspects of our technology so we are constantly exploring new avenues 
and we compare them with our current core banking systems that is 
to basically cater for what we have already and to enhance what we 
have. Because we started with nothing We built everything from 
scratch. We started with a N$300 seal that we bought to start the 
business and its worth 300 million now so there was not money and 
shareholders have bought in and all of these things so now there’s 
money to explore better ways of banking. What we are currently 
doing is we are going for seminars, on Internet banking and whatever 
in Abu Dhabi and all over. We attend these conferences and then we 
network and we find out what these people are doing and we come in 
and we do presentations and so most of those things are also on the 
internet. But we don’t use them, there we use interpersonal tools and 
negotiate with the people and find out what they are doing and come 
up with have proposals. So from a high level, technology is not so 
important there. When you come a little bit down on our level then 
that’s where we start exploring and also checking reviews and doing 
some research and basically your tools again………  
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Any other comments and extra contribution. No good luck with your thesis and the submission. 
 
 
 
 
 
FNB.9 
Your Age: 23
Highest Qualification: Grade 12 Completing Bachelors(Third Year)
Work Experience in Years in the Current Bank: 1
Computer Literacy: 
Department/Business Unit: Human Resources 
What is your line of work? 
 
Human Resources Administration, I mean HR Admin 
In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
 
Yes, to a certain extent 
Can you elaborate on your answer above? 
 
To probably understand new software and payroll software. But not 
constantly.
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? 
 
The normal methods used by the banks are probably to send you 
away for a course. They will arrange a course and send employees 
away for that course for that specific job. Or maybe if not they send 
emails through it informing us of the new software and guide us 
through how to use this software. Let’s say when there is new 
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software, They would mobilise different departments of the bank so 
that they can know how to use it
Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
 
Umm , sometimes they are pretty effective if the instructions are given 
to us clearly. However sometimes they can be a little confusing 
because you have to understand it on your own terms and IT might 
also not be there to give you enough instructions about it.
How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
 
Mmm they help a lot but what do you mean? Just in relation to your 
getting, sharing and using knowledge. How do you see the bank 
assisting in this ? Just your personal view ? They do yes , I mean there 
are these things and stuff happening like trainings and the 
announcements they give . And also the workshops. 
Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge)  
 
I think they are all effective. They mainly train us through workshops 
away from work so yeah. 
Why do you think so? 
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
 
Ummmm sharing information with peers is mostly done via emails. In 
HR we don’t really use a lot of IT. I AM NOT SURE ABOUT 
PAYROLL because I am not really in that department. In 
administration umm, the only IT we really use is MyQue and Oreal 
and then we don’t really use a lot. Really we only use email on a daily 
basis and the internet and the software we use to do our job on a 
daily basis. 
It makes things faster, I mean I cannot see myself doing this work 
without computers. What about when you need some information or 
understanding of what to do in your HR system ? Is there any use of 
the ICTs for this? If you can recall. I mostly just ask my colleagues, I 
mean we already sit together. If there is a query then I can send an 
em an email. 
What effect do you think ICTs have or may have in supporting 
you in the following knowledge development activities in your line 
of work? 
Knowledge creation activities  
 
 
The acquisition of knowledge 
 
The distribution/sharing of knowledge   
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The updating of knowledge  
What do you believe is the bank’s view of the use of ICTs to 
develop knowledge in the workplace? (getting, using, sharing and 
creating knowledge) 
 
When it comes to knowledge development , Which ICT tools do 
you use in your knowledge development activities (getting, using, 
sharing and creating knowledge)  say to get new knowledge 
 
 
Ok is there an instance where you have a preference maybe for 
other tools? and can you rank order the above-mentioned tools 
starting with the one you prefer the most to the one you least 
prefer. 
 
 
Please describe the reasons for your ranking.  
Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge 
development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work?
What measures has the management taken or is undertaking to 
drive the use of ICTs to support knowledge development activities 
(getting, using, sharing and creating knowledge) in your line of 
work?Umm ,  How do you think the organisation views the use of 
ICT t in knowledge development 
 
 
Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future? 
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Please explain your answer above  
Are there any emerging ICT tools which you believe will 
contribute to your knowledge development (getting, using, sharing 
and creating knowledge) needs in your line of work (even those 
that you do not use in the organisation as yet)? 
 
 
Can you mention these tools and why you think they will play a 
role in your knowledge development needs? 
 
What would you advise the bank to consider on matters relating 
to knowledge development using ICTs, in your line of work? 
 
Any other comments and extra contribution.  
 
NB.1 
Your Age: 37 
Gender Male
Highest Qualification: Diploma in Banking
Work Experience in Years in the Current Bank: 2
Computer Literacy: Moderate
Department/Business Unit: Credit
What is your line of work? 
 
Financial Analyst 
In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
 
Yes 
To get knowledge 
Can you elaborate on your answer above? 
 
Constantly need fresh information from client to assess the specific 
(financial) need of clients
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What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? 
 
Get-E-mails, hardcopies (financials); assessment determines whether 
information will be shared with client or not. If shared-telephonically 
and a letter to confront 
Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
Yes they are 
How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
E-mails, telephones, banks infrastructure supports 
Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge)  
 
E-mails 
Hardcopy brought by client 
Why do you think so? Without client brining information it would be impossible to do your 
work. Emails sent by clients 
 
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
 
Yes I have 
What effect do you think ICTs have or may have in supporting 
you in the following knowledge development activities in your line 
of work? 
Knowledge creation activities  
Makes work easier and efficient 
The acquisition of knowledge 
 
Not relevant (operations knowledge of facilities which I already 
possess)
The distribution/sharing of knowledge   
 
Makes communication easier, fast and effective (and smoother) 
 205 
 
The updating of knowledge  
 
No new knowledge 
 
What do you believe is the bank’s view of the use of ICTs to 
develop knowledge in the workplace? (getting, using, sharing and 
creating knowledge) 
Highly valued (priority). Employees won’t be able to work 
Which ICT tools do you use in your knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
Phone (Inform client), computer (E-mails-statements), 
internet/intranet, fax, copy machine, scanner 
Please rank order the above-mentioned tools starting with the one 
you prefer the most to the one you least prefer. 
 
PC-Most 
Fax-Least 
Please describe the reasons for your ranking.  
 
PC-Fast and effective (saves time) 
Fax-outdated (will still be able to work) 
Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge 
development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
 
Most-effective (PC) 
 
Least-Fax 
 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work? 
 
PC-Fast and effective (saves time) 
Fax-outdated (will still be able to work) 
What measures has the management taken or is undertaking to 
drive the use of ICTs to support knowledge development activities 
(getting, using, sharing and creating knowledge) in your line of 
work? 
 
Management constantly upgrades/service the available facilities 
New system and staff training for usage 
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Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future? 
 
yes 
 
Please explain your answer above 
 
Will get exposure to new ICT tools 
Are there any emerging ICT tools which you believe will 
contribute to your knowledge development (getting, using, sharing 
and creating knowledge) needs in your line of work (even those 
that you do not use in the organisation as yet)?  
 
None 
Can you mention these tools and why you think will play a role in 
your knowledge development needs? 
 
 
N/A 
What would you advise the bank to consider on matters relating 
to knowledge development using ICTs, in your line of work?  
Constant upgrading, training (short refresher courses). Phones, 
Intranet, Internet as well as e-mail should be considered. They are 
fast and effective. 
Any other comments and extra contribution. None 
May I contact you for follow up questions to obtain further 
clarity on any of your responses? If yes, please indicate your 
preferred means of communication below: 
 
None 
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NB.2 
Your Age: 27 
Gender Male 
Highest Qualification: Grade 12 
Work Experience in Years in the Current Bank: 1 
Computer Literacy: Moderate
Department/Business Unit: Global Business 
What is your line of work? 
 
Foreign Business Documentary 
In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
 
Yes , Definitely 
Can you elaborate on your answer above? 
 
There are many rules and regulations that need to be considered in 
my line of duty, and more get added so I need to acquaint myself on a 
regular basis 
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? 
 
Constant reading on the rules and regulatory by-laws.  
The knowledge keeps me from making mistakes and following the 
rules set by BON.  
Helps me regulate the inflowing and out flowing of funds on a 
regular.
Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
 
Because the rules and regulations are set in workbooks, memos, 
circulars that require intensive reading and understanding. 
How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
 
Through workshops and training sessions 
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Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge) 
Training sessions 
Why do you think so? Because they are informative
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
 
Yes 
What effect do you think ICTs have or may have in supporting 
you in the following knowledge development activities in your line 
of work? 
Knowledge creation activities  
The Internet has updated information we need in our daily working 
operation 
The acquisition of knowledge 
 
Knowledge is obtained from the information we gather and the 
information gather on the Internet is the latest and trustworthy 
The distribution/sharing of knowledge   
 
By using the Internet information available to all, making the 
distribution and knowledge available worldwide
The updating of knowledge  
 
Knowledge can be updated by the Internet, the use of ICTs “Internet” 
with updated information both work related and non-work related
What do you believe is the bank’s view of the use of ICTs to 
develop knowledge in the workplace? (getting, using, sharing and 
creating knowledge) 
 
 
I believe in any workplace to broaden your knowledge by any useful 
means in an advantage. By using ICTs there should be no problem 
and it can be distributed as long as it is a useful source 
 
 
 210 
 
Which ICT tools do you use in your knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
 
 
The Intranet, Internet and E-mail 
Please rank order the above-mentioned tools starting with the one 
you prefer the most to the one you least prefer. 
 
1. Internet 
2. Intranet 
3. E-mail 
Please describe the reasons for your ranking.  
 
The Internet being the most useful because it’s constantly updated.  
 
The Intranet of the bank because the bank has a responsibility to keep 
the information updated. 
 
E-mail to spread the updated information
Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge 
development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
 
The Internet is the most effective because of the constant updated 
information 
 
The Fax is the least because it’s not the most useful and means of 
distributing information 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work? 
 
N/A 
What measures has the management taken or is undertaking to 
drive the use of ICTs to support knowledge development activities 
(getting, using, sharing and creating knowledge) in your line of 
work? 
 
The spread of extracts from the Internet is distributed among 
colleagues and case studies implemented whereby the Internet is most 
useful. 
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Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future? 
 
Yes, the use of ICTs have a great amount of influence in both my 
knowledge and modern day to day work and ca help develop ideas to 
peruse initiatives 
Please explain your answer above 
 
ICT’s is a modern way of getting information and information 
delivers knowledge, knowledge is used for our day to day working 
processes and easier ways and means can be generated to simply 
that.
Are there any emerging ICT tools which you believe will 
contribute to your knowledge development (getting, using, sharing 
and creating knowledge) needs in your line of work (even those 
that you do not use in the organisation as yet)?  
 
None that I know of 
Can you mention these tools and why you think will play a role in 
your knowledge development needs? 
 
We use the current ICTs that are available, PCs or fax or phones or 
Intranet, email, Internet etc. Therefore I cannot foresee any 
developments. 
What would you advise the bank to consider on matters relating 
to knowledge development using ICTs, in your line of work?  
To keep the current ICTs updated with the latest equipment so that 
information, distributions stay at an advanced level other than 
outdated. 
Any other comments and extra contribution. N/A 
May I contact you for follow up questions to obtain further 
clarity on any of your responses? If yes, please indicate your 
preferred means of communication below: 
 
N/A 
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NB.3 
Your Age: 24 
Gender F 
Highest Qualification: Matric 
Work Experience in Years in the Current Bank: 4 years 
Computer Literacy: Moderate
Department/Business Unit: Global Business 
What is your line of work? 
 
Foreign Exchange (payments/transfers) 
In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
 
To get, share and use knowledge 
Can you elaborate on your answer above? 
 
Get information from others in the department. Share among those 
doing the same work. Use * 
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? 
 
Get-swift printer (all messages international) 
Clarifying what the problem is etc 
Share verbally 
Using-hardcopy 
Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
 
I can work fast 
I minimise errors 
I learn new things because every query/transaction is different from 
the other e.g. different international banks 
How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
 
Banks creates enabling environment for me to do my work by 
providing the necessary tools, etc. 
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Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge)  
 
Swift Printer 
Swift operations program 
Why do you think so? Swift Printer-prints international messages which is bulk of work I do 
Swift Operations Programme-To capture date correctly, to debit 
current account 
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
 
Yes, Swift Printer 
What effect do you think ICTs have or may have in supporting 
you in the following knowledge development activities in your line 
of work? 
Knowledge creation activities  
N/A 
The acquisition of knowledge Swift Printer 
The distribution/sharing of knowledge   Swift Operations Programme 
The updating of knowledge  Only if “new” bank swift code is needed or branch codes
What do you believe is the bank’s view of the use of ICTs to 
develop knowledge in the workplace? (getting, using, sharing and 
creating knowledge) 
Important, won’t be able to operate 
Which ICT tools do you use in your knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
Swift printer, swift operations programme, PC, Intranet/Internet, 
telephone, fax, emails 
Please rank order the above-mentioned tools starting with the one 
you prefer the most to the one you least prefer. 
 
Swift Printer-Most 
Fax-Least 
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Please describe the reasons for your ranking.  
 
Swift printer-makes work efficient 
Fax-Won’t stop operations of the day 
Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge 
development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
Most-Swift printer 
Least-Fax machine 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work? 
 
 
Swift printer-IT people can sort out (assist) immediately if you forget 
password/locked out 
Fax- Won’t stop operations of the day 
What measures has the management taken or is undertaking to 
drive the use of ICTs to support knowledge development activities 
(getting, using, sharing and creating knowledge) in your line of 
work? 
Need to be trained to use Swift Printer. 
New employees-trained to use banks systems 
Split the print outs that are printed (Swift Printer) 
Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future? 
Yes 
Please explain your answer above 
 
Gain more knowledge and be able to work in other banks/companies 
because of exposure 
Are there any emerging ICT tools which you believe will 
contribute to your knowledge development (getting, using, sharing 
and creating knowledge) needs in your line of work (even those 
that you do not use in the organisation as yet)? 
N/A 
Can you mention these tools and why you think will play a role in 
your knowledge development needs? 
N/A 
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What would you advise the bank to consider on matters relating 
to knowledge development using ICTs, in your line of work?  
Use less paper (Swift Operations) 
Information received go directly to individuals PC (who needs to 
work with it) 
Any other comments and extra contribution. No, none 
 
NB.4 
Your Age: 24 
Gender F 
Highest Qualification: Grade 12 
Work Experience in Years in the Current Bank: 1 year, 9 months 
Computer Literacy: Advanced 
Department/Business Unit: Global Business 
What is your line of work? 
 
Bop reporting, advance payments, F178’s 
In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
 
Yes 
Can you elaborate on your answer above? 
 
I have to amend and share data with my manager and also report 
transactions to the Bank of Namibia. 
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? 
 
Receiving hard copies for some and for other soft copy i.e. e-mail 
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Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
 
Certain information is more convenient to be operation/handles using 
soft copy as it saves space (doesn’t need to be filed). For hard copies, 
this is needed for record keeping. 
How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
It provides me with the necessary equipment such as computers 
(emails, sites) and the telephone. 
Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge)  
Soft copy is easier to share and distribute i.e. I can upload and share 
information on a company website 
Why do you think so? I can instantly share information with more than one person. 
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
 
Yes 
What effect do you think ICTs have or may have in supporting 
you in the following knowledge development activities in your line 
of work? 
Knowledge creation activities  
N/A 
 
The acquisition of knowledge I get data and I enrich it and if there are amendments to be made, I 
make them. 
The distribution/sharing of knowledge   
 
I share knowledge by uploading it on websites and emailing it to the 
necessary persons. ICT make this easier. 
The updating of knowledge  I update the information using programmes like Excel, Access, 
Context, etc. 
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What do you believe is the bank’s view of the use of ICTs to 
develop knowledge in the workplace? (getting, using, sharing and 
creating knowledge) 
 
The bank is very keen on the use and development of ICT in the bank 
Which ICT tools do you use in your knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
E-mails, Internet 
Telephone 
Scanners 
Fax Machines 
Please rank order the above-mentioned tools starting with the one 
you prefer the most to the one you least prefer. 
 
Internet 
E-mails 
Scanners 
Telephones and 
Fax Machines 
Please describe the reasons for your ranking.  
 
Convenience-from the most convenient to the least 
Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge 
development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
The Internet-we need to communicate and share information, also to 
look up things. Uploading data on sites. 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work? 
It is easier to share information with many people simultaneously 
10. What measures has the management taken or is undertaking 
to drive the use of ICTs to support knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
They make it compulsory for staff to use these ICTs 
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11. Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future? 
Yes 
Please explain your answer above Technology and information sharing will get more advanced in the 
near future.
Are there any emerging ICT tools which you believe will 
contribute to your knowledge development (getting, using, sharing 
and creating knowledge) needs in your line of work (even those 
that you do not use in the organisation as yet)?  
 
Not sure 
Can you mention these tools and why you think will play a role in 
your knowledge development needs? 
 
N/A 
What would you advise the bank to consider on matters relating 
to knowledge development using ICTs, in your line of work? 
I would advise them to upgrade and update on the ICT and find 
better, faster ways of doing things. And do research thoroughly.
Any other comments and extra contribution. No 
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NB.5 
Your Age: 24 
Gender F 
Highest Qualification: Masters 
Work Experience in Years in the Current Bank: 5 year 
Computer Literacy: Advanced
Department/Business Unit: Human Resources & Training
What is your line of work? 
 
HR Management 
In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
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NB.6 
Your Age: 35 
Gender Female 
Highest Qualification: Certificate
Work Experience in Years in the Current Bank: 1
Computer Literacy: Moderate
Department/Business Unit: 
What is your line of work? 
 
Procurement 
In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
 
yes 
Can you elaborate on your answer above? 
 
Understanding of processes which are introduced will guide and ease 
my workflow. It will enhance the time spent mastering 
processes/procedures and help me in working speedily 
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? 
 
Reading and understanding the information presented. Enquiry about 
information which is unclear or broad. Practising what is required 
and research about what is required 
Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
 
Without understanding the information/process a lot of 
misunderstanding and mistakes can be made. If feedback upon 
enquiry is not explained or presented properly, it could lead to me not 
understanding what is required and will not work effectively 
How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
 
THERE are training opportunities for certain products which the 
bank offers. Induction and meetings to explain the methods 
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Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge)  
 
Understanding 
Practice 
Implementation 
a. Why do you think so ? Understanding what you need to do will make it  easier to work 
efficiently and make it a system process where you are comfortable 
with executing tasks
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
 
Yes 
What effect do you think ICTs have or may have in supporting 
you in the following knowledge development activities in your line 
of work? 
Knowledge creation activities  
 
 
Given the technologies in terms of computers, the use of and 
understanding of programs on PCs helps with time-management of 
tasks and awareness 
The acquisition of knowledge 
 
Research on PCs, phone and ICT programmes gives wider overview 
of how the organisation works and how you fit in to it activities 
The distribution/sharing of knowledge   
 
Making use of ICT tools eg email, intranet, phones helps prepare you 
to explore and understand people, technologies and trends.
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The updating of knowledge  
 
The constant change in technologies, computers , phones, programs 
in PCs, training process assists in improving methods of work 
activities 
 
 
What do you believe is the bank’s view of the use of ICTs to 
develop knowledge in the workplace? (getting, using, sharing and 
creating knowledge) 
I think the bank views ICTs as a mean to it costs, reduce time 
management and increase production of staff, increase revenue and 
expand portfolios 
Which ICT tools do you use in your knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
PCs , Phones FAX, Intranet, email, procurement programmes 
Please rank order the above-mentioned tools starting with the one 
you prefer the most to the one you least prefer. 
 
PC – Phone-Fax-Email-Procurement Programme-Intranet 
Please describe the reasons for your ranking.  
 
The use of PCs, fax and phone is a process used frequently and then 
is simple. Intranet is tricky as no manuals are available all the time 
and yourself teach yourself as we procurement programmes 
Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge 
development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
 
Email and telephone are the most effective 
Fax is the least effective 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work? 
 
 
Email, Telephone bring about activities, instructions, updates, 
feedback and communication to clients, staff or external clients.  
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What measures has the management taken or is undertaking to 
drive the use of ICTs to support knowledge development activities 
(getting, using, sharing and creating knowledge) in your line of 
work? 
 
Training, induction, pre-meetings, manuals and assessments are 
conducted to ensure your understanding of the processes of the 
organisation 
 
 
Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future? 
 
Yes 
Please explain your answer above 
 
Constant updates and technologies increase your knowledge of 
processes, changes in organisations. These ICTs also help you in 
your personal career growth and development. 
Are there any emerging ICT tools which you believe will 
contribute to your knowledge development (getting, using, sharing 
and creating knowledge) needs in your line of work (even those 
that you do not use in the organisation as yet)? 
yes 
Can you mention these tools and why you think will play a role in 
your knowledge development needs?
 
What would you advise the bank to consider on matters relating 
to knowledge development using ICTs, in your line of work?  
 
Any other comments and extra contribution.  
May I contact you for follow up questions to obtain further 
clarity on any of your responses? If yes, please indicate your 
preferred means of communication below: 
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NB.7 
Your Age: 35
Gender Female
Highest Qualification: Certificate
Work Experience in Years in the Current Bank: 1 year 3months 
Computer Literacy: Advanced 
Department/Business Unit: Administration 
What is your line of work? Office Administration 
In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake?
Yes , I personally believe there is because like here is a constant need 
to master the skills in order for you to work faster. 
Can you elaborate on your answer above? 
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? 
 
I am not not sure about the question, ok, but however I use techniques 
for examples short cuts on desktop application to make it easy to 
complete the task required. Ok what about when you need to 
understand somethings about your work , like before you do 
something at work that you are not familiar with ? I usually just ask 
my boss about it or colleagues, because most of the time its related to 
them so um yah. 
Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
 
If you master a certain skill for example on excel with the formulas 
layouts, charts and so forth, it takes less time and technicality to finish 
a report or example. It also make it easier to complete large volumes 
of work. 
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How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
 
Haa they generally use Basic training and demonstrations to get us to 
know the things. Also there is for me the finance has this system where 
you go and read and then attempt the assessment. If you score high in 
that then you have the function added to your profile on the system. 
Sorry after the manager approves. What is this training like? Its on 
the system , like you login and you see the notes and read and then you 
can do the test. Ok. 
a. Of the above strategies/methods, which three (3) do you think 
are the most effective in meeting your knowledge development 
needs in your line of work?  (remember knowledge 
development refers to getting, using, sharing and creating 
knowledge)  
 
Training and simulation training. OK they use simulations? What are 
these simulations and trainings like ? mmm the simulations are like 
demontrations on the system where you are allowed to enter the figures 
on then mmm like they don’t save them but you get to see the stages you 
go through.  Ok, and the training? Its also in a room and its like just 
normal training you know.
b. Why do you think so ? Familiarity with work space and increase skill level.
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
 
Yes 
What effect do you think ICTs have or may have in supporting you 
in the following knowledge development activities in your line of 
work? 
a. Knowledge creation activities  
 
 
Understanding what is required and using the techniques. 
b. The acquisition of knowledge 
 
This helps with career development and also expertise in your line of 
work.
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c. The distribution/sharing of knowledge   
 
Group work helps with finding out how others understand the skills 
which we learn in our line of business.
d. The updating of knowledge  
 
Training and skill development ensure we work efficiently and 
effectively. 
8. What do you believe is the bank’s view of the use of ICTs to 
develop knowledge in the workplace? (getting, using, sharing and 
creating knowledge) 
I think having a productive workforce will cause less mistakes and  
increase productivity. 
9. Which ICT tools do you use in your knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
I think there its my desktop application, email, internet 
a. Please rank order the above-mentioned tools starting with the 
one you prefer the most to the one you least prefer. 
 
Can you just list those ? OK Yes: So ummm 
Desktop applications 
Email 
Internet 
b. Please describe the reasons for your ranking.  
 
The constant need to use different programmes for different formats for 
examples, recons, reports, presentation. Answering emails and 
searching for research.
c. Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your 
knowledge development activities (getting, using, sharing and 
creating knowledge) in your line of work? 
Definitely desktop applications. Sorry want to just confirm these 
desktop applications, what are they exactly? Um word , powerpoint 
excel documents  
d. What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work? For me its their Accessibility of the programmes and templates. 
10. What measures has the management taken or is undertaking to 
drive the use of ICTs to support knowledge development activities 
(getting, using, sharing and creating knowledge) in your line of 
work? 
I am not aware of any actions from management at the moment. really
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11. do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future? 
It might change a lot of what we do currently for us to be in line with 
technology. 
a) Please explain your answer above 
 
I would say that its because programmes change and we need to learn 
these new programmes. Process changes and we need to be in line with 
these processes. 
12. Are there any emerging ICT tools which you believe will 
contribute to your knowledge development (getting, using, sharing 
and creating knowledge) needs in your line of work (even those that 
you do not use in the organisation as yet)?  
Speed of the internet. 
a. Can you mention these tools and why you think will play a 
role in your knowledge development needs? 
I only mentioned one as this affect the programmes and process online 
that is a major function in the organisation, if the system is offline there 
is not much functions we can complete for the duration. 
What would you advise the bank to consider on matters relating to 
knowledge development using ICTs, in your line of work? 
Training and assessment of staff on systems for old and new staff. 
Upgrade on current computer systems and printers.
Any other comments and extra contribution. None 
May I contact you for follow up questions to obtain further clarity 
on any of your responses? If yes, please indicate your preferred 
means of communication below: 
Ok, if time is available. 
 
SBN.1 
Your Age: 39
Gender Female
Highest Qualification: Banking Certificate 
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Work Experience in Years in the Current Bank: 10 
Computer Literacy: Advanced 
Department/Business Unit: Back Office 
What is your line of work? 
 
Middle Manager 
In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
 
Yes 
Can you elaborate on your answer above? 
 
I think sharing to support the team and the rest of the bank because 
we constantly have to support the front guys, especially the tellers the 
front office. Those guys. For the whole of Namibia. I would say, 
whatever problem they have, anything no matter what those guys neh, 
they come and ask. So I would say we create solutions for problems 
that are encountered by other departments.  
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? 
 
Ummm Sending emails. I mean we communicate through email and 
yes. Say sending emails for sharing knowledge and creating 
knowledge through easy aids. What is an easy aid. It’s this software 
were if you come up with any new idea, anything you think is worth 
sharing. You go there create and easy card, put the description of the 
problem and the method you found to handle this problem. Oh, is it in 
the format of a blog? I am not sure what a blog is hahaha Ok sorry 
just explain that one. Its really simple and you type up your idea and 
how to solve the problem and save and its there on the intranet for the 
whle company to access and read also. 
Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
 
Emails are easily accessible, and companies really don’t use faxes 
anymore. 
Easy aids for me really simplify complicated steps 
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How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
 
The bring provides the network. The new system onto which 
employees can log on and access certain courses with which they can 
equip themselves with. 
Training provided by South Africa because they have been in the 
business longer and they have a lot of experience. 
 
Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge)  
 
Physical training 
The New computer system 
Why do you think so? Training shows employees physically how to do certain tasks and they 
are shown there as they do it. 
The New System - Very theoretical but also useful. If you take the time 
to learn
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
 
 
YES. 
PCs, Internet , Email, Phones, Intranet 
 
 
What effect do you think ICTs have or may have in supporting 
you in the following knowledge development activities in your line 
of work? 
Knowledge creation activities  
 
Creating easy aids and distribute via email. If the person doesn’t 
understand you can explain to them over the telephone 
The acquisition of knowledge 
 
For those courses on the system that are accessible through the PCs 
The distribution/sharing of knowledge   Emailing or phoning to share knowledge  with other colleagues 
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The updating of knowledge  
 
Information created, saved on a drive for easy access of the rest of 
the bank
What do you believe is the bank’s view of the use of ICTs to 
develop knowledge in the workplace? (getting, using, sharing and 
creating knowledge) 
The bank cannot function optimally without the use of ICTs , because 
the economy is changing and IT is crucial in this economy 
Which ICT tools do you use in your knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
I think I answered that in the previous question 
Please rank order the above-mentioned tools starting with the one 
you prefer the most to the one you least prefer. 
 
Most used I would say PC 
Least used are things like fax machines that are outdated. 
Please describe the reasons for your ranking.  
 
PC- I wont be able to use the intranet or the internet or access emails 
or the courses on the system 
Fax is not necessary when I have the above 
Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge 
development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
 
Most effective is the PC 
 
Least - Telephone 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work? 
 
 
PC – Courses on the intranet and I wont be able to work without it 
I can still work without my phone and I wont need it. 
What measures has the management taken or is undertaking to 
drive the use of ICTs to support knowledge development activities 
(getting, using, sharing and creating knowledge) in your line of 
work? 
They provide induction courses on the process in the whole bank to 
determine what you need. They train you more specifically. 
Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future?
Yes 
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Please explain your answer above 
 
Most are on the PC/Internet. If you don’t use it you won t know about 
it. You wont know the knowledge available on the system 
Are there any emerging ICT tools which you believe will 
contribute to your knowledge development (getting, using, sharing 
and creating knowledge) needs in your line of work (even those 
that you do not use in the organisation as yet)?  
 
Facebook in the form of departmental groups. You lnow like the 
South Africans, they have these groups on face book and you see them 
chatting there and they are really advanced. 
WhatsApp is also good. We currently use it to arrange meetings like 
with my boss 
Can you mention these tools and why you think will play a role in 
your knowledge development needs? 
 
Facebook employees can share knowledge and customer experiences 
or advise each other. 
WhatsApp same as Facebook really and can even send pictures. 
What would you advise the bank to consider on matters relating 
to knowledge development using ICTs, in your line of work?  
There are departments that currently don’t use ICTs but it must be a 
MUST for everybody. They must train them 
Any other comments and extra contribution. Ensure frontline officers use ICTs more. Because they don’t use they 
struggle to assist customers with the simplest complaint. Like the 
customer consultants.  
May I contact you for follow up questions to obtain further 
clarity on any of your responses? If yes, please indicate your 
preferred means of communication below: 
 
 
 
SBN.2 
Your Age: 32 
Gender F 
Highest Qualification: B.Tech Marketing (Busy) 
Work Experience in Years in the Current Bank: 13 years  
Computer Literacy: Basic 
Department/Business Unit: Vehicle and Asset Finance
What is your line of work? Sales Consultant 
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In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
 
Yeah, I definitely think. 
 
Can you elaborate on your answer above? 
 
Yeah, yeah, you know, for instance, we have changed the way we do 
our applications. About 2,3 years, 3 years ago we used to manual 
applications. It was scrutinized by a credit manager and we would get 
like approval on a client’s financing within a few hours. These days 
you have to still take down the application manually or by typing it on 
the computer by hand it over to your assistance who would process it 
on the system and then get an answer on that. So basically the change 
from doing it manually to doing electronically, somehow was a bit 
frustrating because you have to learn how to work on the new system, 
how to handle applications, you know. So yeah, that change has 
definitely, it was a good change. 
 
 
 
 
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? 
 
Basically, you know, it varies from day to day. Some days, you like have 
to work on the system, itself, some days you have to do paperwork, 
some days you have to do filing work, so it varies from day to day. 
Luckily, being, having the basic computer skills for IT services. 
 
In general, they do offer training courses that you have to attend. But 
is it not, how can I say, now all courses are compulsory. It’s applicable 
to the job you do. Yeah, you go to a venue like, they normally have it at 
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NamPower Conventionally hall or Safari hotel or somewhere, 
basically it’s like it’s almost like a conference and you get training in 
there 
 
I’d ask someone to help me. No, in all honesty in banking you don’t 
have the luxury of time being wasted. So if you understand my context 
from what I am saying, there is simply no time to sit around and look, 
search for that specific way or how to do it, you just have to get up and 
ask the nearest person who also knows, to guide the way. 
 
But then other option that is there when nobody else is there, I would 
call my training department, I would ask them, that is also another 
guidance or I would rather than Google. But unfortunately, a lot of the 
bank’s processes and procedures are very private so you won’t get that 
much information. 
 
My  colleagues….requesting assistance form my peers or my training 
department 
 
Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
 
It’s faster, 
Yeah, it saves a lot of time. 
I would basically say that it’s faster and you know you, how can I say 
this, when you ask your peers, or when you ask the training department, 
you know that the people have already done this. They have the 
knowledge and the know-how 
How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
Yeah, the bank has, you know where there is a site on your computers 
where you can go in and find the bank’s rules and regulations, you find 
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that the training courses that has been offered, you actually find the 
positions that has been advertised, so there is, they do, they really do. 
 Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge)  
 
Why do you think so? 
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc.) 
 
Yeah, they basically, I depend a lot on my cell phone, a lot, in and 
outside the office, so that was the great advantage to me instead of 
using the wired cell phone , ag, the wired telephone. The wireless cell 
phone as we call it, it’s basically the best option, so far it helps you run 
your life a lot. 
 
 
 
 
What effect do you think ICTs have or may have in supporting 
you in the following knowledge development activities in your line 
of work? 
Knowledge creation activities  
 
 
My computer, I would as I said Google the stuff, yeah and then my cell 
phone 
Yeah, I do research on the Internet a lot on my own without assistance, 
yeah 
Yes 
Not really to share information with friends and family, yes cell phone 
but with colleagues it’s mainly computer based. 
 
The acquisition of knowledge 
 
The distribution/sharing of knowledge   
 
The updating of knowledge  
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What do you believe is the bank’s view of the use of ICTs to 
develop knowledge in the workplace? (getting, using, sharing and 
creating knowledge) 
 
 
Yeah. 
Definitely 
They; how do I say this now, we have certain; they create websites 
where we can go and find parts to our schedules or work or whatever 
you have… 
You can go into that specific department’s F drive and you will find all 
the information related to your specific job.  
 
Which ICT tools do you use in your knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
The one that I would is more supportive, computer 
 
 
 
 
 
Please rank order the above-mentioned tools starting with the one 
you prefer the most to the one you least prefer. 
 
Honestly when I come to the office, as long as I can switch on my 
computer, it’s working, I go to specific fields or how can I say this, 
menus and whatever to complete my job or task at hand then I am 
simply happy with IT. But as soon as I get something that tell you “you 
cannot access this” then I would call my IT department and say “listen 
but there’s a problem, come fix the problem here”, you know, that’s 
how little IT active I am, unactive I am. 
 
I mainly use it to do my applications because I interface a lot with my 
credit division so I have to do my applications on the system and it 
goes, it is re-routed from me directly to my credit division where they 
Please describe the reasons for your ranking.  
 
Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge 
development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
 
 237 
 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work? 
 
 
then make a decision on whether its approved, declined, yeah. Besides 
that I use my PC, schedule my meetings with my clients and my dealers 
and my personal life, sometimes put on them as well. Then I use it for 
research on the Internet for personal or work related. If it’s personal, 
I obviously do it in my lunch hour. But I normally use my things on my 
home laptop and then I use it for sending mails, receiving updates, all 
of those. 
 
Mainly because I do my work, yeah, my personal life, I run from home 
on my laptop, there I can do anything else I would want to do.
Okay, okay, do you think the banks supports; the bank has put in 
place methods or you know facilities to support you in such 
instances when you need help or you need quick assistance, you 
feel that, do you feel that the bank has put anything in place to 
support you? What measures has the management taken or is 
undertaking to drive the use of ICTs to support knowledge 
development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
 
Yeah, the bank has, you know where there is a site on your computers 
where you can go in and find the bank’s rules and regulations, you 
find that the training courses that has been offered, you actually find 
the positions that has been advertised, so there is, they do, they really 
do. 
 
 
Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future?
 
Please explain your answer above 
 
 
Are there any emerging ICT tools which you believe will 
contribute to your knowledge development (getting, using, sharing 
and creating knowledge) needs in your line of work (even those 
that you do not use in the organisation as yet)? 
Not in my office space 
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Can you mention these tools and why you think will play a role in 
your knowledge development needs?
 
What would you advise the bank to consider on matters relating 
to knowledge development using ICTs, in your line of work?  
Constant updates, constant learning sessions via Internet, basically 
constant communication to their staff member using the computer 
 
In the office business, computer is the most reliable to use it with. I 
mean sometimes when you get a SMS or WhatsApp and you are every 
busy then you tend to ignore it but when you see an e-mail, you are 
rather eager to find out what is all about. 
Any other comments and extra contribution.  
 
SBN.3 
Your Age: 27
Gender F 
Highest Qualification: Certificate 
Work Experience in Years in the Current Bank: 5 years 
Computer Literacy: Advanced 
Department/Business Unit: Vehicle and Asset Finance
What is your line of work? 
 
Commercial consultant 
In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
 
 
Can you elaborate on your answer above? 
 
No, not really, it’s not changing; we already have a certain 
percentage in place for every application so it’s the same thing that is 
happening every day. 
Oh, alright, I think there should be occasions here and there 
where you might forget something then you could probably call 
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up your friend just to ask how to go about it, can you think of 
those instances, is that quite often or does it occur just in general, 
are there times when you are not so sure about how to handle a 
particular task? 
Yes, let me think of an example. For example if a client has an unpaid 
on his account, it’s immediately a decline. So I decline it immediately. 
I don’t look at the application, it’s just declined. And I had a client 
that had a decline on her bank statement but it was not her fault 
because her salary came in for example on the 25th and the deduction 
went off on the 24th so instead of just declining it by hand, I had to 
call the insurance company or the company that issued the debit when 
there wasn’t funds in her account and they had to write a letter 
stating that it was their fault and according to that I had to write a 
dispensation to my manager claiming that t wasn’t the client’s fault 
and there’s a lot of procedures and there is not one manager that 
need to sign it off. I had to motivate this application, how long has 
this client been banking with us, it’s not her first car, it’s her third 
car, like a whole essay that I had to write and it was the manager of 
the department , the head of the department and then it was the head 
of credit. So normally we don’t, we won’t follow that route but it’s 
really not the client’s fault. 
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? How do you normally get 
help? How do you normally get the knowledge that you need to 
solve such problems? 
You mean if I have a, for example if I have an application and I am 
not sure of it. We are on the commercial side so we are working with 
business applications so they are very different to the individual 
applications because there are a lot of risks and stuff involved. If I 
have an issue with the financial or I am not confident in the 
management account or that financial stuff, I would always speak to 
my manager. Basically we are on the job training; it wasn’t like we 
were sent for…. 
Some specific training…. 
Staff training, yes basically, we do it on the job. If there is an issue we 
speak to our manager then he will guide us and that’s how we’ll learn 
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new stuff and that’s how we actually grow. If we have any questions 
or concerns then we sit and we sort it out * 
With my manager? 
Yeah 
Yes, yes, he’s sitting right next to me 
Okay, no instances where you pick up the phone or you send an e-
mail or even an SMS? 
Then I’ll always correspond via e-mail to the client. Because I will 
always need to go back because we have like different types of files that 
we have so every week we need to give an update to our manager on 
how far is the specific client’s stuff and then you need to go back and 
tell him that here’s the e-mail that I have sent, I have made calls but 
mostly we work with e-mails because that’s the only proof we have. 
how do I go about this or where do I need to go on the system in 
order to do that, you know, maybe you forgot that, its…. 
How do I go about it? 
Yeah, is it also e-mail or …. 
Yes 
Or do you pick up the phone? 
Mostly pick up the phone 
Okay 
Because it’s much easier
Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
 
I feel if we could speak face-to-face because then I could raise my 
questions and concerns and I can get feedback immediately instead of 
sending an e-mail and having to wait for a response 
Sorry, I am just taking note of that. Okay, so face-to-face 
compared to over the phone, you would say face-to-face is 
actually better. 
Face-to-face is much better 
Okay, great, that is what you are more comfortable with? 
Yes 
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How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
 
If we are talking about the system, if I am stuck on the system or I 
don’t understand anything or I need to go into specific fields, we have 
the IT department that we call and they fix the stuff. We also have a, 
what is it called, a service desk, so if you are stuck or you need, or 
you are blocked or you can’t go into the system, you log a call and 
they give you a call number and after * the call has not be resolved, 
you just call the IT department, you give the call number and then 
they resolve the call. 
So this is over the phone, hey? 
Yes, it’s all on the phone 
 
 
 
 
 
Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge)  
I think having someone directly to assist because e-mails take  a 
while, telephone is also an issue and the people at IT, they work 
according to the calls that have been logged per day so I can’t, they 
can’t just come to my desk whenever I have issue or something. 
That’s why we have to log a call. Why do you think so? 
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
 
That one is actually not applicable to what I do. 
Okay, so most of the time, your stuff is actually on the system, is 
routine? 
My job is a routine thing. It’s just 3 systems that I use every day. Any 
IT tool to get help in terms of that, probably sending an e-mail to 
IT?
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I would probably send an e-mail to IT and will call later to follow up 
Okay, I could just note here that e-mail… 
If my PC is off and I can’t login to it then I will probably ask my 
colleague to help using the e-mails of her. 
Have you used any ICT when you were stuck or needed some 
reference or assistance? 
No, because what actually, what we do is, we are a very small group 
in our department, we would always ask your colleague next door and 
we always sort out issues that way or raise our concerns and discuss 
it. So there is never ever a case where someone helps us from outside 
or if we do need help from outside or from another department, we 
would draft an e-mail, that’s mostly what happens. 
Alright, so the same applies, let’s say your colleagues for example?
If they are stuck, they always ask what do you do here or what do you 
do and I would help, and if I can’t help then we’ll send an e-mail and 
get help. 
all we have, we get e-mails from our marketing department, 
communication and they always inform us or notify us if the system will 
be off tomorrow or they’ll always, how can I put this, they’ll always 
inform us on a new link that we should follow, the old link is not 
working, we have communication at the bank so once that 
communication is sent, everyone will receive an e-mail. 
 
What effect do you think ICTs have or may have in supporting 
you in the following knowledge development activities in your line 
of work? 
Knowledge creation activities  
 
The acquisition of knowledge  
The distribution/sharing of knowledge  
The updating of knowledge  
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What do you believe is the bank’s view of the use of ICTs to 
develop knowledge in the workplace? (getting, using, sharing and 
creating knowledge) 
 
Which ICT tools do you use in your knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
Which tools would you say are the most regularly used out of those 
tools? 
E-mails and phone 
 
Please rank order the above-mentioned tools starting with the one 
you prefer the most to the one you least prefer. 
 
 
Please describe the reasons for your ranking.   
Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge 
development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
 
The phone 
. Yes, it’s faster 
 
 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work? 
 
 
It’s a personal *, I think it can, the issue can be resolved much 
quicker than having to drop e-mails and sending e-mails and 
sometimes there can be a miscommunication via e-mail. So to avoid 
al that I think the phone is a much better, faster way of 
communicating. I use the phone and afterwards I just drop an e-mail 
to confirm the conversation, just to have proof or my side of as well 
as I have to give any feedback to management or if there is any query 
arising, I have proof to back myself up. 
What measures has the management taken or is undertaking to 
drive the use of ICTs to support knowledge development activities 
They are very supportive because of; they are always looking for 
ways to upgrade or to make our work much easier. To, how can I say 
this, make our turnaround time much quicker. Because we are 
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(getting, using, sharing and creating knowledge) in your line of 
work? 
 
competing with the other banks so we need to keep updating our 
technology, our systems in order to * 
 
Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future? 
 
 
Do I need to explain or can I just say “yes” or “no”? 
It can be “yes” or “no” 
Yes 
 
Please explain your answer above 
 
I can’t explain anymore. 
 
 
 
 
 
Are there any emerging ICT tools which you believe will 
contribute to your knowledge development (getting, using, sharing 
and creating knowledge) needs in your line of work (even those 
that you do not use in the organisation as yet)?  
 
Currently we are busy with the SMS, Standard bank is busy with the 
SMS so we have a programme that we are currently busy with. It’s on 
our PCs and once a client has been approved then you can actually 
send them an SMS stating that the application has been approved or 
you can notify them that there are documents still outstanding or you 
can also send them an SMS via that specific programme stating that 
the application has been declined and according to that, IT also has a 
traffic tool which they can see who’s working on the application and 
how far the application is in line, we are currently busy with that. It 
will also improve our turn-around time. 
Turn-around time, but how do you feel about it?
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It’s better for the client to feel that there is actually a relationship or 
we are trying o build a relationship with the client. I think it is a great 
idea. I think from communication, that’s a great idea. 
So you are actually comfortable with that? 
And I am happy, I am excited about it. 
 
Can you mention these tools and why you think will play a role in 
your knowledge development needs? 
 
We are also looking at getting a tablet and to get all the systems or 
programmes that are on the PC on our tablets, yes, we’ll be mobile so 
we need to be out in the field and not at the office, so we will be 
linked, so I can be sitting in your office and then I will be able to do 
my work from there as well, but we are looking at moving that way, 
we are not there yet. 
 
 
 
What would you advise the bank to consider on matters relating 
to knowledge development using ICTs, in your line of work?  
Probably that they should first check programmes or test them before 
they introduce them, first give the people that are to work with it the 
specific tool or the specific programme, ask them exactly what it 
should be before  build this system. Ask them what fields should be 
compulsory and what must be entered and what is the result that they 
are expecting and they can’t just introduce something because they 
are not involved in our daily tasks so they don’t actually know exactly 
how the processes work. So they would have to get our opinions first 
before they introduce the system. That’s what they normally do, they 
first do a survey type of thing, they ask us what do you do, what do 
you expect when you enter this into the system, what is the result, 
what do you expect, that type of thing, I don’t have an issue around 
Any other comments and extra contribution. 
May I contact you for follow up questions to obtain further 
clarity on any of your responses? If yes, please indicate your 
preferred means of communication below: 
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that. They normally first do their research and they do it with the 
people that actually need to work with it or knows or that know what 
they want out of it, then they test is. We normally test it and if there is 
still anything that needs to be upgraded then we normally advice them 
and then they do the necessary changes. 
Okay, that is great, then in terms of training, if they are going to 
be looking at training you in order to upgrade your skills or 
anything else you need on the job, you mentioned that, you 
usually do on the job training.  
Yes, we actually do on the job training for example if the new system 
is introduced then they would probably take 2 people in the 
department that will do the testing on the system to see if it is actually 
working. And you’ll test all the fields and you will play around with 
the system and see “what if I do this, what would happen”, “can I 
actually enter stuff and get the, if I enter different things will get the 
same results”, actually play with the system and after everything has 
been fine and it’s been finalised, those 2 people that did the testing, 
they would then give training to the rest of the department because 
they would have  actually worked on the thing and they tested it. 
 
SBN.4 
Your Age: 25
Highest Qualification: Grade 12
Work Experience in Years in the Current Bank: 5
Computer Literacy: Moderate
Department/Business Unit: Vehicle and Asset Finance 
What is your line of work? 
 
Administration 
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In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
 
Yes. To get and share knowledge 
Can you elaborate on your answer above? 
 
To access the server and the banking system and check my emails if 
there are queries. 
 
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? 
 
Most of the time the time you learn on the job. So you have colleagues 
that attend trainings and come back and they train the rest of the 
members in the department. Do you ever attend these trainings? Em 
some times the trainings are for everyone like at the Nampower 
convention centre on banking products or say excel training. So this 
training is targeted at general bank services ? Yes. But there are also 
courses on the website on things like excel that one can do on their 
own and get marks. 
Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
 
Ok em , I think the most effective one would be the getting more 
training. Like em getting training from professional people as to 
upgrade on my current work position and to have more knowledge on 
what I can do to make my duties easier during the day. Would it be 
like formal training in a classroom setup or just on the job training 
from your peers? Ok it would be lets say cost effective cause on the 
job training is sometimes not that efficient because sometimes they 
won’t tell you everything you need to know in order to do your job 
effectively.  So I would say , yes On the Job Training but yes also in a 
classroom setting to learn from , lets say professionals or people who 
know what this job entails.Would you then say a mixture of on the job 
training, classroom training and mentoring would suit you best ? Yes 
Yes I would rather have a mix of those approaches.
How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
Em yes the bank has setup support. We do have online trainings em 
so were it requires a lot of research and a lot of learning. That is also 
efficient enough also. We do have such online trainings were you 
don’t sit in a classroom and just login to your PC and do the training. 
 248 
 
 I it directed at the things you need to do in your line of work or is it 
general training? Its more general knowledge and bank services and 
procedures and stuff. But nothing specifically targeted at you line of 
work ?em no not really.
Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge)  
 
I would say maybe the on the job training and then the assistance I 
getfrom my colleagues that they give me everyday because they went 
throught the same things I went through, they do the same duties, the 
person is sitting right here and she knows whats going on here and I 
am learning every day. Because I am still new here on this job so I 
am still asking for assistance and advice from her.
Why do you think so? Because it assist me to do the daily tasks efficiently and to make sure 
I do all the tasks and I don’t skip the tasks.
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
 
Yah its like emails everyday , and my duties is actually I am working 
on excel spreadsheets every day and then clients calling. So we use a 
lot of IT everyday . All of our stuff and sheets we have to fill in 
everyday is on the server so you have to access the server in order to 
do your duties everyday. 
What effect do you think ICTs have or may have in supporting 
you in the following knowledge development activities in your line 
of work? 
Knowledge creation activities  
 
 
 
 
 
Ok em yah , we are currently busy with a new way to check 
applications and stuff . So they are busy building a tracking tool for 
us which will be used in Microsoft excel. So this tracking tool will be 
able to tell us where the clients’ application is and how long it was at 
the desk of a consultatnt so we will know precisely why our 
turnaround times are slow and what we can do to make our 
turnaround times better. So that tracking tool will help us a lot. You 
said you use excel a lot, I am sure there are formulas you need learn 
sometimes, have you used ICTS to Help you these.
The acquisition of knowledge 
 
I think my knowledge on how to do the research to get the knowledge 
is a bit limited and I think I need to do a little bit more research I 
order to upgrade my skills because of the fact that my duties involve a 
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lot of use of Ms Excel, just also to upgrade my knowledge on excel 
and stuff because at the moment I am not that knowledgeable on 
using excel. 
So I would say doing a lot more research on how to do it and a little 
bit more reading. Any times you use emails maybe to get new 
knowledge or sms or even phone? I sometimes use email and we have 
a whatsapp group and we usually communicate through whatsapp via 
email. I am assuming ths whatsapp group was a personal initiative 
amongst you as colleagues?  Yes it’s more a personal group to assist 
each other and also for chatting. 
The distribution/sharing of knowledge   
 
 
The updating of knowledge  
 
 
 
What do you believe is the bank’s view of the use of ICTs to 
develop knowledge in the workplace? (getting, using, sharing and 
creating knowledge) 
 
 
Em the bank actually has a lot of services that I think we can use. I 
think it’s just our knowledge in terms of what the bank can offer is a 
little bit limited. Like it uses a lot of IT SERVICES so I think maybe 
we need to do more research from the employee side and stuff. So 
Umm there is a lot of stuff, I cant say right now what those services 
are but I think they are. For example our , if for our training needs 
and stuff they already built in a training link where you can train 
yourself and stuff. 
Which ICT tools do you use in your knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
 
 
I think the most used one is our eMail and then our banking system 
which is on our website. The banking system which we use everyday 
that’s a website based system. Mostly email. Becasuse that the most 
used tool that we colleagues use and that’s were clients can contact 
us. 
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Please rank order the above-mentioned tools starting with the one 
you prefer the most to the one you least prefer. 
 
 
Please describe the reasons for your ranking.   
Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge 
development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
 
I think the emails . Its most effective way of communication. I can 
always go back, say I send a request to a friend or colleague of mine 
of a client I could not assist then I can go back to my email if the 
request was not done. Then I can refer back to that email if the 
request was not done. But if you can just call and you call your 
colleague then you don’t have any proof that you did. So its just 
basically for proof and backup. Is time a factor for you when you are 
choosing a tool to use? It is important for me , I would say it is 
important and it also help you to , I don’t know how to say, like its not 
proof enough that you did give the request on . But if I want the ting 
done that time , I pick up the phone and make contact. 
 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work?
 
What measures has the management taken or is undertaking to 
drive the use of ICTs to support knowledge development activities 
(getting, using, sharing and creating knowledge) in your line of 
work? 
 
Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future?
I think yah , they do . Because most of the services we use come from 
IT services. I think they play a big role in our doing our work daily. 
Please explain your answer above 
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Are there any emerging ICT tools which you believe will 
contribute to your knowledge development (getting, using, sharing 
and creating knowledge) needs in your line of work (even those 
that you do not use in the organisation as yet)?  
 
I cant think of one right now, but I think just to upgrade on , because 
there is tools and guides that we can use. But just regularly train us 
where to go look for those guides and stuff. Because as I said, our 
knowledge our of where that stuff are limited. I think the tools are 
there, its just that they have to come and show us as to where we can 
get them. Even if its on the website or the server and stuff. 
Can you mention these tools and why you think they will play a 
role in your knowledge development needs? 
 
 
Mmmm lets see. i don’t know. Mmm maybe that the advisors use more 
of the trainings that they offer , all of the IT trainings. Eh and to just 
basically make I think yearly trainings to update our computer skills 
as to how we use the powerpoints or or excel or outlook . Because for 
example we had a windows7 upgrade and we did not get training on 
how to use it and we had to like, train yourself. If they can maybe give 
us more training when a new think has been upgraded or something. 
And make sure we use it properly. 
What would you advise the bank to consider on matters relating 
to knowledge development using ICTs, in your line of work?  
 
 
Any other comments and extra contribution. 
 
 
 
SBN.5 
Your Age: 28 
Gender M
Highest Qualification: Degree 
Work Experience in Years in the Current Bank: 3  years 
Computer Literacy: Moderate 
Department/Business Unit:  
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What is your line of work? 
 
Bank Operations , Loss control 
In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
 
Yes to get, share and use knowledge but not to create knowledge. 
Can you elaborate on your answer above? 
 
Get knowledge- Policies change , thus need to get updated 
Share knowledge- Knowledge acquired is shared with colleagues 
Use knowledge- Knowledge usage  is critical as one is faced with 
different scenarios   
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? 
 
Internet, emails  e.g. ( newsletters , Policy updates )phone, manuals 
Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
 
Its effective as knowledge is shared and created timely and, messages 
are received instantly, enabling to make rational business decisions  
 
How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
By providing the necessary tools   i.e. desktops , internet access , 
share points , social groups e.g. yammer 
 
Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge)  
 
 
Why do you think so? Cause informed decision are made  
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
Yes 
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tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
 
What effect do you think ICTs have or may have in supporting 
you in the following knowledge development activities in your line 
of work? 
Knowledge creation activities  
SABA online training, Policy guidelines share point  
 
The acquisition of knowledge 
 
Various methods used, telephonic conversations with the policy 
makers , internet search on updated regulations  
The distribution/sharing of knowledge   
 
Share point 
The updating of knowledge  
 
Various training including online and on the job  
 
What do you believe is the bank’s view of the use of ICTs to 
develop knowledge in the workplace? (getting, using, sharing and 
creating knowledge) 
Banks view is clear that the policies being introduced, incorporate 
ICT , this the Bank is surly aware of it importance for development 
and convenience   
Which ICT tools do you use in your knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
Telephone, Cell phone, WhatsApp, Emails, Internet, Intranet, Hard 
copies, Bank system 
Please rank order the above-mentioned tools starting with the one 
you prefer the most to the one you least prefer. 
 
The tools rank ordered from the ones I preferred the most to the ones 
least preferred are Internet, Intranet, Emails,  Telephone, Cell phone, 
WhatsApp, Hard copies, Bank system 
Please describe the reasons for your ranking.  Ranked to  my usage of the ICT tools  
Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge 
Most effective ones are Telephone, Cell phone, WhatsApp, Emails, 
Internet, Intranet, Bank system. 
Least effective ones are fax machine and hard copies 
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development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work? 
 
They are all necessary for knowledge  transfer and acquiring  
 
What measures has the management taken or is undertaking to 
drive the use of ICTs to support knowledge development activities 
(getting, using, sharing and creating knowledge) in your line of 
work? 
Desktops provided to each and every employee, network points linked 
to each desktop for internet and share points  
 
Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future? 
Yes 
Please explain your answer above Yes as its allows knowledge to be shared  
 
Are there any emerging ICT tools which you believe will 
contribute to your knowledge development (getting, using, sharing 
and creating knowledge) needs in your line of work (even those 
that you do not use in the organisation as yet)? 
No 
Can you mention these tools and why you think will play a role in 
your knowledge development needs? 
What would you advise the bank to consider on matters relating 
to knowledge development using ICTs, in your line of work?  
To ensure that each employee is ICT literate 
Any other comments and extra contribution. None 
 
SBN.6 
Your Age: 22
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Gender M 
Highest Qualification: Diploma: Accounting and Finance 
Work Experience in Years in the Current Bank: I  year 
Computer Literacy: Advanced 
Department/Business Unit: Maintenance 
What is your line of work? 
 
Verification of Cheques and Statements 
 
In your line of work do you feel there is a constant need for you to 
get , share, use or even create knowledge in order for you to 
undertake the tasks that you have to undertake? 
 
Yes to get, share and use knowledge and create knowledge. 
 
 
Can you elaborate on your answer above? 
 
Get knowledge 
 Communications are regularly sent out, usually by mail, to 
make all CSV officers aware of fraudulent activities on 
cheques.  
 Outstanding customer statements’ queries from branches are 
also received telephonically or by mail. 
 We need to get this knowledge so we are aware what to give 
attention to 
Share knowledge 
 It is vital to share knowledge received to all CSV officers so 
all officers are aware of a situation. Info received by our team 
leader is generally communicated to us during a connect 
session held every morning before resuming duties. 
Use knowledge 
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 All CSV officers are required to comply and use any new 
knowledge received every day in order to avoid the 
department suffering losses off fraudulent cheques. 
 Outstanding statements are to be recovered and send out asap 
so as to provide quality service to our customers. 
Create knowledge 
 Lay out of departments is such that one depends on the other. 
 CSV department needs to make aware Unpaids of any cheques 
with certain irregularities. ( e.g, Stale and Post dated) 
 
 
 
What methods have you found to be useful in these activities 
getting, using, sharing and creating the knowledge you need to 
complete tasks in your line of work? 
 
Get knowledge 
 Like I’ve emphasised, we receive knowledge on outstanding 
statements, stolen and fraudulent cheques via e-mail. 
 Telephone calls are also received in connection with queries 
on cheques and statements. 
 Hence, these modems are very crucial in our daily work. 
Share knowledge 
 We generally share knowledge on constraints and ways on 
how to deal with these during our connect sessions. 
Create knowledge 
 All cheques handed over to Unpaids are recorded in a 
Irregularities book. This book is vital as it serves as a track 
record on all cheques handled in this manner. 
Why do you feel the above-mentioned methods are effective in 
helping you to get, use, share and create the knowledge you need 
in your line of work? 
Mails are efficient in the sense that they serve as a fast modem of 
sharing knowledge. All officers have access to computers, making it 
easy to get knowledge across to a large number of employees. Mails 
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 can also be saved for future references and for tracking. Telephone 
calls are quite effective in giving knowledge on queries. 
 
How does the bank support you in these knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
 
Well, the bank provides the infrastructure, equipment and necessary 
conditions like LAN and WLAN connections necessary to send mails. 
The bank also allows us to have our connect sessions in the morning 
during work hours. Plus, our employers provide us with the connect 
planner, laid out in such a manner that we are able to set targets, 
share on constraints and possible solutions. 
Of the above strategies/methods, which three (3) do you think are 
the most effective in meeting your knowledge development needs 
in your line of work?  (remember knowledge development refers 
to getting, using, sharing and creating knowledge)  
 
1.  e-mails 
2. Connect sessions 
3. Telephone calls 
 
Why do you think so? Methods of getting, sharing and using knowledge mentioned above 
are all very effective so it is very seldom that they do fail the 
department.  
 Connect sessions provide us with a platform to look back at 
previous days work, identify constraints faced and how they 
were dealt with, and finally share on how to stop these 
constraints from subsequent occurrences. 
 Telephone calls, very straight forward and effective.  
 E-mails, on the other hand, are effective in getting knowledge 
across to the whole department within a flash. However, we 
face offline days once in a long time, only then mails fail us.
Have you used any ICT tools in your knowledge development 
activities (getting, using, sharing and creating knowledge)? (ICT 
tools refer to any technologies such as like PCS or fax or phones or 
intranet, email, internet etc) 
 
Yes 
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What effect do you think ICTs have or may have in supporting 
you in the following knowledge development activities in your line 
of work? 
Knowledge creation activities  
We generally use our PCs for online training programmes. 
 
The acquisition of knowledge 
 
 Frequent online training programmes keep us up to date with 
recent technological advances and how these affect our work 
 And obviously, we use PCs in order to receive, read and process 
mails. 
 
 
 
The distribution/sharing of knowledge   
 
 All bank employees are connect via a mails network, (Global 
Network), were we can interact with other standard bank 
employees around Africa. We also use this network to send mails 
to fellow employees and in that share knowledge to affected 
business units. 
 Mails received can also be printed and copies of such mails send 
to affected employees in affected business units. 
 
The updating of knowledge  
 
 Online training schemes, completed using PCs, keep employees 
up to date with technological advancements and new bank 
regulations passed by the Central bank affecting our work and 
commercial bank operations.  
What do you believe is the bank’s view of the use of ICTs to 
develop knowledge in the workplace? (getting, using, sharing and 
creating knowledge) 
 
I believe the bank regards ICT systems and equipment vital in this 
regard.  
 Firstly, the bank provides every employee with a work mail 
address on the Global network and a computer.
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  The Bank also provides machinery such as telephones and copy 
machines. 
 It is pointless to have a computer and e-mail address but no 
network connection. The bank provides us with internet and 
intranet connections. 
 Finally, the bank helps maintain all the above mentioned 
equipment. 
We have a platform created by the IT department, were we log 
calls concerning any issues that we encounter with these systems. 
They deal with those instantly. 
 For the fact that the bank has kept an ever developing IT 
department, means, our employers regard the work done in the 
department important and necessary.  
 
Which ICT tools do you use in your knowledge development 
activities (getting, using, sharing and creating knowledge) in your 
line of work? 
 
Telephone, Emails, Internet, Intranet, Hard copies and Bank system 
Please rank order the above-mentioned tools starting with the one 
you prefer the most to the one you least prefer. 
 
Most preferred: 
Emails,  Internet, Intranet and Bank system 
 
Least preferred: 
Telephone, Hard copies
Please describe the reasons for your ranking.  
 
 E-mails, intranet, internet and banking systems are instant and 
don’t necessarily require too much effort in getting knowledge 
across. These mediums are most probably also the fastest and 
widely used. Tracking can also be done here. If you send me an e-
mail requesting for a cheque, my computer will receive the mail 
and I will take charge of your query as soon as I can. We try to 
manage our 8 hours in the office by dividing the time into daily 
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tasks that need to be completed, these ranking importance of work 
to be done. 
 Telephone calls, on the other hand, can keep employees out of 
work on a busy day. Flooding telephone calls means you spent a 
lot of your working time on the phone leading to low productivity. 
 Paperwork can become a mess and can be destroyed in fires 
unlike mails that can be archived and recovered from different 
PCs when one is destroyed or malfunctioning. 
 
 
Which of the above-mentioned ICT tool(s) do you believe is the 
most effective and which is the least effective for your knowledge 
development activities (getting, using, sharing and creating 
knowledge) in your line of work? 
 
Most effective: 
Emails, Internet, Intranet and Bank system 
Least effective: 
Telephone, Cell phone, WhatsApp, Fax machine and Hard copies 
What makes the above-mentioned tool(s) effective for your 
knowledge development activities in your line of work? 
 
 
 Access to most effective tools is all around the bank. These are 
the most effective of ICT tools as they provide back up and 
retrievable data. These tools do not require effort and as much 
space as cabinets needed to file paper work.  
 Telephone and cellphone calls are none traceable, making it 
difficult to retrieve data.  
 Hard copies are very much destroyable and if no copies are 
kept, cannot be retrieved. 
 Fax machines are become obsolete. People scan and send 
documents by mail nowadays.  
 
What measures has the management taken or is undertaking to 
drive the use of ICTs to support knowledge development activities 
 Provision has been made for employees to access these ICT 
tools
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(getting, using, sharing and creating knowledge) in your line of 
work? 
 
 Constant upgrading and skills development on online training 
for employees 
 
Do you think the use of ICTs will influence your knowledge 
development initiatives (getting, using, sharing and creating 
knowledge) in your line of work in the near future? 
 
Yes 
Please explain your answer above 
 
Cheques are phasing out and customers are encouraged to register 
for internet banking and do away with high volumes of cheques. 
Internet banking allows customers to make payments and retrieve 
statements. 
Are there any emerging ICT tools which you believe will 
contribute to your knowledge development (getting, using, sharing 
and creating knowledge) needs in your line of work (even those 
that you do not use in the organisation as yet)?  
No 
Can you mention these tools and why you think will play a role in 
your knowledge development needs? 
 
What would you advise the bank to consider on matters relating 
to knowledge development using ICTs, in your line of work?  
The bank should look into more frequent face-face training schemes, 
in classroom like set-up, using computers and projectors, informing 
CSV officers on all security measures on Standard Bank cheques 
including any subsequent alterations thereon. 
Any other comments and extra contribution.  Bank should look into replacing our current UV lights. Some of 
these essential machinery is malfunctioning on the ground and 
may need to be replaced. 
 We are 7 CSV Finacle officers working on 28 branches. We need 
more trollies, atleast one for each officer, in order to move our 
drawers from and into the vault. Currently we only have 4 trollies 
for 7 officers. 
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Appendix 6: Data Analysis 
This was the second stage in the Data analysis whereby the individual responses per question were grouped together in order to aid the identification 
of the themes from the responses. This stage constitutes the organisation of the data in relation to the questions in order to help the identification 
of themes to be undertaken. 
  Age Gender Highest 
Qualification 
Work 
Experience
Computer 
Literacy 
Department Line of work Data 
collection 
method 
SB.1 
(manager) 
39 F Banking 
Certificate 
10 years Advanced Back Office Middle Manager Questionnair
2SB. 2 32 F B.Tech 
Marketing 
(Busy) 
13 years (?) Basic Vehicle and 
Asset Finance 
Sales Consultant Interview 
3SB.3  27 F Certificate 5 years Advanced Vehicle and 
Asset Finance 
Commercial 
consultant 
Interview 
4SB.4 25 F Grade 12 5 years Moderate Vehicle and 
Asset Finance 
Administration Interview 
5SB.5 28 M Degree 3  years Moderate  Bank Operations , 
Loss control 
Questionnair
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6SB.6 22 M Diploma: 
Accounting and 
Finance 
I  year Advanced Maintenance Verification of 
Cheques and 
Statements 
 
Questionnair
7SB.7         
8NB.1 37 M Diploma 
Banking 
2  years Moderate Credit Financial Analyst Questionnair
9NB.2 
 
27 M Grade 12 9 Months Moderate Global 
Business 
Foreign Business 
Documentary 
Questionnair
NB.3 24 F Matric 4 years Moderate Global 
Business 
Foreign Exchange 
(payments/transfers)
Questionnair
NB.4 24 F Grade 12 1 year, 9 
months 
Advanced Global 
Business 
Bop reporting, 
advance payments, 
F178’s 
Questionnair
NB.5  M Master’s 
Degree 
5 years Advanced Human 
Resources 
HR Manager Interview 
NB.6 35 F Certificate 1 Moderate Procurement  Questionnair
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NB.7 35 F Certificate 1year 
3months 
Advanced Administration Personal Assistant Interview 
FNB.1 32 F Matric 5 months Moderate Corporate Administrator Questionnair
FNB.2 
(Manager) 
39 M University 
Diploma 
20 Advanced ICT Technology 
Management 
Questionnair
FNB.3 29 F Grade 12 1 Advanced Information 
Technology 
I.T Helpdesk Co-
ordinator 
Questionnair
FNB.4 
(Manager) 
29 M National 
Diploma 
5 Advanced FNB IT Manager: BI, MIS 
and Systems 
Questionnair
FNB.5 21 M National 
Diploma 
1 Advanced IT Software 
Development 
Questionnair
2FNB. 6 
(Manager) 
35 F B.Comm 
Informatics 
17 Advanced Audit Auditor Questionnair
(audio 
recordings) 
2FNB. 7 
(Manager) 
43 F B. Economics 
(2nd year) 
22 Advanced Easy loans Branch Manager Questionnair
2FNB. 8 32 M Bachelors 8 Advanced Operations Operations 
Management 
Interview 
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(Manager) 
2FNB.9 24 F Grade 12 : 
Completing 
Bachelors(Third 
Year 
24 Advanced Human 
Resources 
HR Administration Interview 
  a b 
Question 
2 
SB.1 
(manager) 
Share knowledge 
Support the rest of the bank 
with information  
Create solutions for problems 
encountered by other 
departments 
I have to share knowledge a lot and support the rest of the bank with information. We are constantly
create solutions for problems encountered by other departments such as the front office.  
NB.1 Yes 
To get knowledge 
Constantly need fresh information from client to assess the specific (financial) need of clients 
NB.2 
 
Definitely There are many rules and regulations that need to be considered in my line of duty, and more get added
so I need to acquaint myself on a regular basis 
NB.3 To get, share and use 
knowledge 
Get information from others in the department. Share among those doing the same work. Use * 
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NB.4 Yes I have to amend and share data with my manager and also report transactions to the Bank of Namibia
NB.6 YES Understanding of processes which are introduced will guide and ease my workflow. It will enhance th
time spent mastering processes/procedures and help me in working speedily 
NB.7 Yes I personally believe there is because like here is a constant need to master the skills in order for you to
work faster. 
FNB.1 Yes 
 
I am still in the process of leaning and bettering my skills so require constant training in order to execut
a task as required to the best of my ability. 
 
 FNB.2 
(Manager) 
Yes By virtue of my position it required 
 FNB.3 Yes We are a network of users; information is needed to be shared in my line of duty. 
 FNB.4 
(Manager) 
Yes Technology is constantly changing 
 FNB.5 Yes To be a good Developer, you need get information through researching on new methodologies; shar
your findings with your team so that they can advise if needed, afterwards you can obviously use th
information to solve business problems. 
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 FNB. 7 
(Manager) 
Yes all of the above Create: open a loan on the systems with current details (everything including next of kin) in case they
don’t pay back loan. 
Get: clients provide payslip, ID and letter of employment. 
Use: check client status on computer/upload information. 
Share: Write approved or declined on hardcopy of client. Share with admin staff that work at the back
who don’t know yet how approval/declines are done. To teach them what to look at.  
 FNB.8 YES Constant need to update knowledge due to the rapid changes happening in the banking industry lik
umm the payment Industry Standard are changing constantly and all these changes are interlinked and
one cannot undertake international transfers with no knowledge. 
It is a must hey, the onus lies with the senior people who are always involved with the new
developments coming in and the changes that we did but it is not carried out to the bottom and thes
people get lost in the process. 
 FNB.9 Yes, to a certain extent To probably understand new software and payroll software. But not constantly. 
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Question 3 
  
SB.1 
(manager) 
Sending e-mails (sharing) 
Creating  easy aids 
NB.1 Get-E-mails, hardcopies (financials); assessment determines whether information will be shared with client or not. If 
shared-telephonically and a letter to confront 
NB.2 Constant reading on the rules and regulatory by-laws.  
The knowledge keeps me from making mistakes and following the rules set by BON.  
Helps me regulate the inflowing and out flowing of funds on a regular. 
NB.3 Get-swift printer (all messages international) 
Clarifying what the problem is etc 
Share verbally 
Using-hardcopy 
NB.4 Receiving hard copies for some and for other soft copy i.e. e-mail 
NB.5  
NB.6 Reading and understanding the information presented. Enquiry about information which is unclear or broad. Practising 
what is required and research about what is required 
NB.7 I am not not sure about the question, ok, but however I use techniques for examples short cuts on desktop application to 
make it easy to complete the task required. Ok what about when you need to understand somethings about your work , 
like before you do something at work that you are not familiar with ? I usually just ask my boss about it or colleagues, 
because most of the time its related to them so um yah. 
FNB.1 On the job training from managers helps you to grow and also apply what you have learned. 
 
 FNB.2 
(Manager) 
Research via online resources and subscribed memberships to organizations like BCS and PMI. Tools used for 
collaboration and sharing are email, SharePoint and BI tools, Video conferencing, MS Lync etc 
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 FNB.3 Communication via telephone, email. 
 FNB.4 
(Manager) 
Online learning, forums, keeping up with technology trends 
 FNB.5 Sharing is the most useful method in my line of work. But other methods also play a significant role. 
 FNB. 7 
(Manager) 
Phone (SMS)/telephone/e-mails/face to face/PC e.g of you don’t have name of client but only have cell number-the 
bank system can throw out names and other details. 
 FNB.8 Well umm we are a very small team , ummm and we don’t have an HR department so our turnover for this year was we 
employed 35 people and 3 resigned so it’s not like a lot of people decided not to work for us anymore. So these that do 
come in, from my personal experience and what I have done is, a lot of our stuff is web based, interfaces, quite easy to 
manoeuvre and easy to manipulate. So my style is that I give them the tools and they play around with it. Then I take 
them in a room and for 2-3 hours we discuss whatever is there, any shortcomings and I make them see and from there 
on its their responsibility and then on when I really see that they are struggling I put them in a room again and we then 
go through it again and we see that they actually understand it now. You know what, with people what happens is that 
especially with technology, you try and implement something you have a full on project and before implementation you 
want them to now do some training and people don’t focus when it’s a new implementation and you train before the 
time, they don’t focus. So when the thing is actually implemented now you have people that you have already trained 
on and you expect from them to know it but it’s not the case. I then make them swim and when I really see that they are 
struggling then I come in again and we take it from scratch and they actually understand the concepts better and then 
they can then work on applying and understanding it better and they actually do it themselves. So that’s just my style 
and it works for me and from that I can also see who are the strong guys, who are the weak guys, who are the ones I can 
rely on and who needs another session and stuff like that. We don’t have time to constantly bother with training or 
putting in groups and whatever. You are, you know, you are either on board or not. It’s just how we operate. Probably 
not the right way of approaching things but we really don’t have money and resources. 
 FNB.9 The normal methods used by the banks are probably to send you away for a course. They will arrange a course and send 
employees away for that course for that specific job. Or maybe if not they send emails through it informing us of the 
new software and guide us through how to use this software. Let’s say when there is new software, They would 
mobilise different departments of the bank so that they can know how to use it 
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Question 4 
  
SB.1 
(manager) 
E-mails are easily accessible; companies don’t use faxes anymore. 
Easy aids simplify complicated steps 
NB.1 Yes they are 
NB.2 Because the rules and regulations are set in workbooks, memos, circulars that require intensive reading and understanding. 
NB.3 I can work fast 
I minimise errors 
I learn new things because every query/transaction is different from the other e.g. different international banks 
NB.4 Certain information is more convenient to be operation/handles using soft copy as it saves space (doesn’t need to be filed). 
For hard copies, this is needed for record keeping. 
NB.5  
NB.6 Without understanding the information/process a lot of misunderstanding and mistakes can be made. If feedback upon 
enquiry is not explained or presented properly, it could lead to me not understanding what is required and will not work 
effectively 
NB.7 If you master a certain skill for example on excel with the formulas layouts, charts and so forth, it takes less time and 
technicality to finish a report or example. It also make it easier to complete large volumes of work. 
FNB.1 It saves costs and time and you can ask right there if there is something that is unclear and you need more guidance on. 
 
 FNB.2 
(Manager) 
online publications to network, departmental enragement at various levels and information sharing via presentations 
 FNB.3 Internet access, Outlook access 
 FNB.4 
(Manager) 
Their value is self-explanatory 
 FNB.5 Their value is self-explanatory 
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 FNB. 7 
(Manager) 
All of the above help to get the job done. 
 FNB.8 Like I mentioned the method that I am using is basically a self-learning method and its working well. I constantly 
whenever something comes up, I constantly share it with them and I make sure the shared material is understood and that 
way when something else happens…….. in the future, they already have an idea of what is expected,  it makes the while 
learning much easier for everyone. Individuals learn better on their own, this way…. to do certain things on their own and 
you can also see where the gaps are. You get those gaps immediately. If you put expectations on …..  and you don’t 
yourself have operations in place, you are shooting yourself in the foot so you have that background from that foundation 
of your  operational procedures and processes that are very important. So one of my methods is also to make sure that 
ground work is in place like policies are in place, it’s very important even if it’s just a one liner, you must have that. 
Otherwise if there’s no guidance and everyone just does their own thing and that is not what you want. 
FNB.9 Umm , sometimes they are pretty effective if the instructions are given to us clearly. However sometimes they can be a 
little confusing because you have to understand it on your own terms and IT might also not be there to give you enough 
instructions about it. 
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  a b 
Question 5 
  
SB.1 
(manager) 
New system into which employees can 
log in and access certain courses with 
which they can equip themselves with. 
Training provided by SA-larger in * 
Physical training 
New system 
Training-show employees physically 
how to do certain tasks.  
New system-very theoretical but also 
useful, if you take the time. 
 
NB.1 E-mails, telephones, banks 
infrastructure supports 
E-mails 
Hardcopy brought by client 
Without client brining information it 
would be impossible to do your work. 
Emails sent by clients 
NB.2 Through workshops and training 
sessions 
Training sessions Because they are informative 
NB.3 Banks creates enabling environment 
for me to do my work by providing the 
necessary tools, etc. 
Swift Printer 
Swift operations program 
Swift Printer-prints international 
messages which is bulk of work I do 
Swift Operations Programme-To 
capture date correctly, to debit current 
account 
NB.4 It provides me with the necessary 
equipment such as computers (emails, 
sites) and the telephone. 
Soft copy is easier to share and 
distribute i.e. I can upload and 
share information on a company 
website 
I can instantly share information with 
more than one person. 
 NB.5    
 NB.6 THERE are training opportunities for 
certain products which the bank offers. 
Induction and meetings to explain the 
methods 
Understanding 
Practice 
Understanding what you need to do 
will make it  easier to work efficiently 
and make it a system process where 
you are comfortable with executing 
tasks 
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 NB.7 Haa they generally use Basic training 
and demonstrations to get us to know 
the things. Also there is for me the 
finance has this system where you go 
and read and then attempt the 
assessment. If you score high in that 
then you have the function added to 
your profile on the system. Sorry after 
the manager approves. What is this 
training like? Its on the system , like 
you login and you see the notes and 
read and then you can do the test. Ok. 
Training and simulation training. 
OK they use simulations? What are 
these simulations and trainings like 
? mmm the simulations are like 
demontrations on the system where 
you are allowed to enter the figures 
on then mmm like they don’t save 
them but you get to see the stages 
you go through.  Ok, and the 
training? Its also in a room and its 
like just normal training you know. 
Familiarity with work space and 
increase skill level. 
 FNB.1 Various training programmes are 
offered for you to upgrade your skills. 
 
On the job training  
 
 
 FNB.2 
(Manager) 
Various Platforms and systems are 
available for use in the organization to 
do these activities. 
Collaboration workspaces Online 
courses Sharing via online 
publications 
better collaboration and 
communication training and learning 
can be done at your own pace 
 FNB.3 The Bank provides Internet access. Internet, emails telephone Internet is networking (joining) 
individuals, emails are to communicate 
and so are telephones. 
 FNB.4 
(Manager) 
A business case that is well formulated 
to undertake any activity will in all 
likelihood be approved 
Internet, email, FNB IT knowledge 
base 
I have used them extensively 
 FNB.5 In various ways like providing internet 
access and learning sites; just to list a 
few. 
  
 FNB. 7 
(Manager) 
When you join the bank you are trained 
on bank basics, e.g. bank system. 
SMS/WhatsApp, Telephone, E-
mails 
SMS/WhatsApp-people respond 
instantly 
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Every time there is an upgrade, all staff 
members are trained. 
Telephone-preferred if (1) doesn’t 
work 
E-mails if (1) and (2) don’t work, this 
one is the next best. 
 
 FNB.8 Look our model is a bit different, we 
adapt to all kinds of situations so if 
there is a need for a branch, we set up a 
branch, if there is a need for this or 
that, and we do it. We are a small team 
and we don’t carry a lot of overheads 
so it’s easy for us to just implement 
anything. If there are new projects in 
the industry, it’s also easy for us, we 
just need to make time for it, and 
allocate the resources and then we just 
go for it. And we adapt to change quite 
easy. Our costing is not split coz we 
fall under a group that is very wealthy. 
Everything is just like a father with a 
baby daughter, she cries about 
whatever and you give it to her. 
Self -learning It helps me to control and monitor and 
time management. 
 FNB.9 Mmm they help a lot but what do you 
mean? Just in relation to your getting, 
sharing and using knowledge. How do 
you see the bank assisting in this ? Just 
your personal view ? They do yes , I 
mean there are these things and stuff 
happening like trainings and the 
announcements they give . And also 
the workshops. 
I think they are all effective. They 
mainly train us through workshops 
away from work so yeah. 
 
 
 275 
 
  
 276 
 
Question 6 
  
SB.1 
(manager) 
Yes, PCs, Internet, E-mail, Phones Intranet 
NB.1 Yes, I have 
NB.2 Yes 
NB.3 Yes, Swift Printer 
NB.4 Yes 
NB.5  
NB.6 Given the technologies in terms of computers, the use of and understanding of programs on PCs helps with time-
management of tasks and awareness 
NB.7 Yes 
FNB.1 Yes, all of the above. (PCS or fax or phones or intranet, email, internet) 
 FNB.2 
(Manager) 
Yes 
 FNB.3 Yes 
 FNB.4 
(Manager) 
Yes 
 FNB.5 Yes 
 FNB. 7 
(Manager) 
Yes, I have 
 FNB.8 I am very bad at sharing. That is the thing. All of our things are new to us so when something new is implemented 
and procedures are put in place, very importantly……., requirement documents. So all the steps and everything that 
you see in the document the way you want processes so once you have that document out, you can write now 
procedures for your staff and your staff follows the procedures. So basically what I am saying is I have all of those 
things in place. I give it to them, what they make of it is up to them and that’s where you also see who are the high 
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flyers and who are the lazy ones. I don’t know if that answers the questions but in terms of tools, processes and 
procedures again before you can even get there, the implementation, at the project initiation phase is when you have 
your statement of work and all of that cut out you also have your requirement document that is set up. Once that is 
done, the implementation is done then the training is done based on the requirements. So we do take them through 
that but it’s not your day-to-day training that everyone is used to. This is like “okay guys lets implement this here’s 
the document and this is how it works”. We force our people all the time to do some self-development and to 
understand the details but it gets difficult when people are coming on board and …basically the Internet, web 
servers….Internet is our big, big……….. 
 FNB.9 Ummmm sharing information with peers is mostly done via emails. In HR we don’t really use a lot of IT. I AM NOT 
SURE ABOUT PAYROLL because I am not really in that department. In administration umm, the only IT we really 
use is MyQue and Oreal and then we don’t really use a lot. Really we only use email on a daily basis and the internet 
and the software we use to do our job on a daily basis. 
It makes things faster, I mean I cannot see myself doing this work without computers. What about when you need 
some information or understanding of what to do in your HR system ? Is there any use of the ICTs for this? If you can 
recall. I mostly just ask my colleagues, I mean we already sit together. If there is a query then I can send an em an 
email. 
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 a b c d 
Question 7 
  
SB.1 
(manager) 
Create an easy aid and 
distribute via email. If 
person doesn’t 
understand, you explain 
over the phone 
Courses are 
accessible on PCs 
E-mailing or 
phoning to share 
knowledge 
Information (created) saved on a disk for easy 
access of rest of the bank. 
NB.1 Makes work easier and 
efficient 
Not relevant 
(operations 
knowledge of 
facilities which I 
already possess) 
Makes 
communication 
easier, fast and 
effective (and 
smoother) 
No new knowledge 
NB.2 The Internet has updated 
information we need in 
our daily working 
operation 
Knowledge is 
obtained from the 
information we 
gather and the 
information gather 
on the Internet is 
the latest and 
trustworthy 
By using the 
Internet 
information 
available to all, 
making the 
distribution and 
knowledge 
available 
worldwide. 
Knowledge can be updated by the Internet, 
the use of ICTs “Internet” with updated 
information both work related and non-work 
related, 
NB.3 N/A Swift Printer Swift Operations 
Programme 
Only if “new” bank swift code is needed or 
branch codes 
NB.4 N/A I get data and I 
enrich it and if 
there are 
amendments to be 
made, I make them. 
I share knowledge 
by uploading it on 
websites and 
emailing it to the 
necessary persons. 
ICT make this 
easier. 
I update the information using programmes 
like Excel, Access, Context, etc. 
NB.5     
 279 
 
NB.6  Research on PCs, 
phone and ICT 
programmes gives 
wider overview of 
how the 
organisation works 
and how you fit in 
to it activities 
Making use of ICT 
tools eg email, 
intranet, phones 
helps prepare you 
to explore and 
understand people, 
technologies and 
trends. 
The constant change in technologies, 
computers , phones, programs in PCs, 
training process assists in improving methods 
of work activities 
 NB.7 Understanding what is 
required and using the 
techniques. 
This helps with 
career development 
and also expertise 
in your line of 
work. 
Group work helps 
with finding out 
how others 
understand the 
skills which we 
learn in our line of 
business. 
Training and skill development ensure we 
work efficiently and effectively. 
 FNB.1 Communication as to 
how a task has to be 
executed makes it easier 
to understand an apply 
 
 It makes my work 
very easy 
 
 
 FNB.2 
(Manager) big very big big big 
 FNB.3     
 FNB.4 
(Manager) Creating knowledge 
Making it easy to 
adopt knowledge 
Making knowledge 
accessible Keeping content current 
 FNB.5     
 FNB. 7 
(Manager) 
Knowledge is gained 
over years which 
emanates into creating 
ICT has made 
things easier 
because 
We have weekly 
“on the job 
training” in which 
If declined applications for existing client, it 
is updated. But a first time decline is not 
uploaded. If loan acquired, even for existing 
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new knowledge which is 
shared with others.  
information is 
easily 
available/accessible
. On the bank 
system or shared 
face-to-face by 
colleagues or e-
mailed or 
Whatsapped. 
we share the week 
that was and learn 
from each other or 
update staff. People 
also share what 
they found on 
Google with others 
via e-mail. 
then it is updated/if not loan an overdraft in 
branches is also updated. 
 FNB.8 Information, all of them 
are stored on word 
documents and pdf 
documents and printed. 
Those are easily, you 
can have them on your 
PCs, you can have them 
on your e-mails, you can 
have it wherever you 
are, you can have it on 
Drop Box….you can 
print them out but like I 
said our main source is 
the Internet. BRP 
Requirement 
documents, For me web 
services, the intranet , 
internet. Word and PDF 
on PC and email and 
Dropbox. 
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Question 8 
  
SB.1 
(manager) 
The bank cannot function optimally without the use of ICTs because the economy is changing and IT is crucial/important 
NB.1 Highly valued (priority). Employees won’t be able to work 
NB.2 I believe in any workplace to broaden your knowledge by any useful means in an advantage. By using ICTs there should 
be no problem and it can be distributed as long as it is a useful source. 
NB.3 Important, won’t be able to operate 
NB.4 The bank is very keen on the use and development of ICT in the bank 
NB.5  
NB.6 I think the bank views ICTs as a mean to it costs, reduce time management and increase production of staff, increase 
revenue and expand portfolios 
NB.7 I think having a productive workforce will cause less mistakes and  increase productivity. 
FNB.1 To better equip us with the latest technology. 
 
FNB.2 
(Manager) 
The bank encourages this through various platforms it has made available for this 
FNB.3 N/A 
FNB.4 
(Manager) 
No idea 
FNB.5 I think the bank's view is that ICTs is the most effective facilitator in the game. 
FNB. 7 
(Manager) 
The bank fully supports the use of ICT because it makes it easier to access information and helps process them faster e.g 
if parent opens an account for baby-once they are grown the bank just updates the information cause it is on system. 
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FNB.8 We really went out of our way for each and every person that is involved; we go out of our way to make sure that you 
only have the best supported products. So if the support in an area that is of such that at any time or any area is such that I 
can call anyone and that’s the product we get and its working well for us.OK  UMM 
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  a b c d 
Question 9 
  
SB.1 
(manager) 
Yes, PCs, Internet, E-mail, 
Phones Intranet 
Most-PC 
Least-Fax machine 
PC-Won’t be able to use 
Intranet/Internet, access e-
mails, courses 
Fax-Having the above, I don’t 
need it 
Most effective-
PC 
Least effective-
Telephone 
PC-courses in the 
Intranet; won’t be 
able to do the 
work 
 
Phone-will still be 
able to work 
without it 
NB.1 Phone (Inform client), computer 
(E-mails-statements), 
internet/intranet, fax, copy 
machine, scanner 
PC-Most 
Fax-Least 
PC-Fast and effective (saves 
time) 
Fax-outdated (will still be able 
to work) 
Most-effective 
(PC) 
 
Least-Fax 
 
PC-Fast and 
effective (saves 
time) 
Fax-outdated (will 
still be able to 
work) 
NB.2 The Intranet, Internet and E-mail 4. Internet 
5. Intranet 
6. E-mail 
The Internet being the most 
useful because it’s constantly 
updated.  
 
The Intranet of the bank 
because the bank has a 
responsibility to keep the 
information updated. 
 
E-mail to spread the updated 
information. 
The Internet is 
the most 
effective 
because of the 
constant updated 
information 
 
The Fax is the 
least because 
it’s not the most 
useful and 
means of 
distributing 
information 
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NB.3 Swift printer, swift operations 
programme, PC, 
Intranet/Internet, telephone, fax, 
emails 
1. Swift 
Printer-Most 
2. Fax-Least 
Swift printer-makes work 
efficient 
Fax-Won’t stop operations of 
the day 
Most-Swift 
printer 
Least-Fax 
machine 
Swift printer-IT 
people can sort out 
(assist) 
immediately if 
you forget 
password/locked 
out 
Fax- Won’t stop 
operations of the 
day 
NB.4 E-mails, Internet 
Telephone 
Scanners 
Fax Machines 
Internet 
E-mails 
Scanners 
Telephones and 
Fax Machines 
Convenience-from the most 
convenient to the least 
The Internet-we 
need to 
communicate 
and share 
information, 
also to look up 
things. 
Uploading data 
on sites. 
It is easier to share 
information with 
many people 
simultaneously  
NB.5      
NB.6 PCs , Phones FAX, Intranet, 
email, procurement programmes 
PC – Phone-Fax-
Email-Procurement 
Programme-Intranet 
The use of PCs, fax and phone 
iis a process used frequently 
and then is simple. Intranet is 
tricky as no manuals are 
available all the time and 
yourself teach yourself as we 
procurement programmes 
 
Email and 
telephone are 
the most 
effectiove 
Fax is the least 
effective 
Email sna 
Telephone bring 
about activities, 
instructions, 
updates, feedback 
and 
communication to 
clients, staff or 
external clients. 
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NB.7 I think there its my desktop 
application, email, internet 
Can you just list 
those ? OK Yes: So 
ummm 
Desktop applications 
Email 
Internet 
The constant need to use 
different programmes for 
different formats for examples, 
recons, reports, presentation. 
Answering emails and 
searching for research. 
Definitely 
desktop 
applications. 
Sorry want to 
just confirm 
these desktop 
applications, 
what are they 
exactly? Um 
word , 
powerpoint 
excel documents 
For me its their 
Accessibility of 
the programmes 
and templates. 
FNB.1 Internet, Intranet and E-MAIL 
 
Internet, Intranet, E-
mail 
 
Internet has a variety of 
information that can assist in 
your growth. 
 
Internet 
 
There is a variety 
of information that 
one has access to 
on the internet. 
 
 FNB.2 
(Manager) 
Online Courses and training, 
knowledge base,SharePoint 
collaboration, Online 
publications and regular 
reporting 
Online Training, 
regular reporting, 
online publications 
convenience of use Use of online 
courses and 
training due to 
convenience of 
doing it at your 
own pace 
convenience and 
can be done in 
spare time  
FNB.3 Internet, emails telephone Internet Emails  
Telephone 
Internet is connecting 
individuals, emails are 
communicating and telephones 
are communicating 
Fax It allows us to 
actively 
communicate with 
users. 
FNB.4 
(Manager) 
The internet mostly The internet I refer to 
has to do with online 
learning and forums, 
KB's etc. 
I ranked them based on my 
preference 
Internet most 
effective 
Immediacy, ease 
of access, multiple 
resources 
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FNB.5 Emails, internet/intranet, phone, 
PCs. 
PCs, 
internet/intranet, 
Email, phone,  
I have chosen a PC as the most 
preferred tool because almost 
every work I do, I use my PC. 
And because I have to research 
on the web, I also need internet 
access. Email and the phone, I 
use them for interactions with 
the team. 
Internet/intranet 
and the PC is 
the most 
important. At 
the moment, 
phone is the 
least important 
to me. 
It is because of 
these tools that I 
can develop 
software 
applications. 
FNB. 7 
(Manager) 
PC, cell phone, telephone, bank 
system, ITC-credit bureau, 
Internet, Intranet, E-mail. 
Cell phone, 
Telephone, Bank 
system, ITC 
See 9 (b). ITC is not a bank 
system but we have access to it 
to ascertain if client is not 
backlisted. 
Most-Cell 
phone/bank 
system 
Least-Maybe 
telephone 
Most-cell phone-
you get an instant 
response 
 
Least-telephone-
you can call with 
the cell phone 
 
 FNB.8 Online tutorials. WHY IS THAT 
A lot of people do a lot of 
research and for me it’s easy if 
something is broken or I can’t 
fix it then  for me it is easy to go 
online, find a tutorial, try and 
understand what, how it works 
and then start blogging, and 
there are blogs all over. 
Sometimes it gets a bit messy 
because there’s too much 
information that is not relevant 
but at the end of the day, I 
haven’t really slotted anything 
there. I go and look for tutorials, 
something that explains how I 
You know what also works well is networking so you have these work groups and in your work 
groups you start networking with people from different area and sometimes it’s just nice to have 
conversations with these people and also understand how the business works and from there 
you also find out what they use to do certain things like that. So specific tools and things like 
that I am unfortunately stuck on the world wide web even if you ask me now, if I was sitting in 
front of my PC right now, the question you would have asked me, I would have checked. I am 
being honest. That’s how we all operate. 
DO YOU THINK THIS CUTS ACROSS TO OTHER PEOPLE IN THE ORGANISATION 
OR DEPARTMENTS? 
For them its more on experience but very good leaders so all of them are highly educated and 
books that they have read and the materials they have gone through supports them in thinking 
certain ways so all of us are actually forced to also….so for instance you find out where the 
department is currently then you quickly do a SWOT analysis you do your 3ces. and that’s how 
basically how we do it.. 
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got the issue, try and understand 
how it happened instead of just 
researching or investigating 
about the problem itself. 
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Question 10 
  
SB.1 
(manager) 
Provide induction course (process of whole bank) to determine what you need. Then they train you more specifically.  
NB.1 Management constantly upgrades/service the available facilities 
New system and staff training for usage 
NB.2 The spread of extracts from the Internet is distributed among colleagues and case studies implemented whereby the 
Internet is most useful. 
NB.3 Need to be trained to use Swift Printer. 
New employees-trained to use banks systems 
Split the print outs that are printed (Swift Printer) 
NB.4 They make it compulsory for staff to use these ICTs 
NB.5  
NB.6 Training, induction, pre-meetings, manuals and assessments are conducted to ensure your understanding of the 
processes of the organisation 
NB.7 I am not aware of any actions from management at the moment. really 
FNB.1 I believe we are innovative as we try to make use of the ICT development 
 
FNB.2 
(Manager) 
Introduction of PDP's are linked to performance management and requires online development to be done as part of 
score cards. Subscription and enrolment to online courses for staff as is required for PDP. 
FNB.3 N/A 
FNB.4 
(Manager) 
We have setup a knowledge base 
FNB.5  
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FNB. 7 
(Manager) 
Training-weekly learning and development 
Identify and refer staff to be training centre on e.g customer service, telephone etiquette.  
There is training for every upgrade or new employee 
FNB.8 That one I cannot answer because we don’t have a big IT infrastructure that is supported by the bank itself. That’s 
outsourced so what we do is we manage, we have close relations with these guys and they manage it for us. But for 
core banking and internal and stuff like that we have all types of things, eh for some of the development tools. What 
are the options?  
UM JUST THINK OF THE SUPPORT FOR INFORMATION DO YOU THINK THE COMPANY BELIEVES IN 
THE VALUE  THAT ICT OFFERES WHEN STAFF NEED TO GAIN NEW SKILLS OR UNDERSTANDING IN 
THEIR WORK 
We are not there yet, definitely not there yet. All of the people that we employ are either skilled or have got some post 
grad or something so it’s not like we are focusing on getting them upskilled right now. We are not there. We are at 
still at the phase where we buy out skills, we don’t take people from actually we do but for really entry level 
jobs…..but we are not at that point where we upskills them, not now.. We are constantly changing our business plan. 
That is something difficult. OK I UNDERSTAND 
  
 290 
 
  a 
Question 11 
  
SB.1 
(manager) 
Yes Most are on the PC/Intranet. If you don’t use it, you won’t know about it. You 
won’t know the knowledge that is available on the system 
NB.1 Yes Will get exposure to new ICT tools 
NB.2 Yes, the use of ICTs have a great 
amount of influence in both my 
knowledge and modern day to day 
work and ca help develop ideas to 
peruse initiatives 
ICT’s is a modern way of getting information and information delivers knowledge, 
knowledge is used for our day to day working processes and easier ways and 
means can be generated to simply that. 
NB.3 Yes Gain more knowledge and be able to work in other banks/companies because of 
exposure 
NB.4 Yes Technology and information sharing will get more advanced in the near future. 
NB.5   
NB.6 yES Constant updates and technologies increase your knowledge of processes, changes 
in organisations. These ICTs also help you in your personal career growth and 
development. 
NB.7 It might change a lot of what we do 
currently for us to be in line with 
technology. 
I would say that its because programmes change and we need to learn these new 
programmes. Process changes and we need to be in line with these processes. 
FNB.1 Yes 
 
Allot of different information can be obtained in the various ICT forms.  
 FNB.2 
(Manager) 
Yes Online courses and enrolment have made it easier for workers to access and do 
training and develop skill and knowledge at their own pace and their own 
convenience 
 FNB.3 Yes YES 
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 FNB.4 
(Manager) 
Yes ICT drives knowledge development 
 FNB.5 Yes 
 
Because it will change the way I think and the way I carry out my everyday tasks. 
 FNB. 7 
(Manager) 
Yes, it does In this day and age, it will be impossible to work in the bank if you don’t have ICT 
knowledge. The bank can’t go back to old systems but is moving ahead to newer 
things. 
 
 
 
 
 
 
 
 
 
 
   a 
Question 12 
  
SB.1 
(manager) 
Facebook (department groups) 
WhatsApp-currently used to 
arrange meetings 
Facebook (dept groups)-employees share knowledge or answer experiences or 
advice each other 
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WhatsApp-same as above, send pictures 
NB.1 None N/A 
NB.2 None that I know of We use the current ICTs that are available, PCs or fax or phones or Intranet, email, 
Internet etc. Therefore I cannot foresee any developments. 
NB.3 N/A N/A 
NB.4 Not sure N/A 
NB.5   
NB.6 Yes N/A 
NB.7 Speed of the internet. I only mentioned one as this affect the programmes and process online that is a 
major function in the organisation, if the system is offline there is not much 
functions we can complete for the duration. 
FNB.1 No, not that I know of. 
 
 
 FNB.2 
(Manager) 
No haven't looked into this lately 
 
 FNB.3 No  
 FNB.4 
(Manager) 
Yes Not sure but I assume there must be 
 FNB.5 No  
 FNB. 7 
(Manager) 
Yes We are looking at implementing a tool that is linked to the ATM where clients 
don’t have to come into the bank anymore but can apply for a loan at the ATM and 
be able to withdraw immediately if approved. System already used in SA. 
 FNB.8 nO No, not that I can think of right now. OK 
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Possibilities 
and Opinions 
  
SB.1 
(manager) 
There are depts. That currently don’t use ICTs but it must be a must for everyone. Train them 
NB.1 Constant upgrading, training (short refresher courses). Phones, Intranet, Internet as well as e-mail should be considered. 
They are fast and effective. 
NB.2 To keep the current ICTs updated with the latest equipment so that information, distributions stay at an advanced level 
other than outdated. 
NB.3 Use less paper (Swift Operations) 
Information received go directly to individuals PC (who needs to work with it) 
NB.4 I would advise them to upgrade and update on the ICT and find better, faster ways of doing things. And do research 
thoroughly.  
NB.5  
NB.7 I only mentioned one as this affect the programmes and process online that is a major function in the organisation, if the 
system is offline there is not much functions we can complete for the duration. 
Training and assessment of staff on systems for old and new staff. Upgrade on current computer systems and printers. 
FNB.1 The bank is doing well; they should keep doing what they are doing. 
 
 FNB.2 
(Manager) 
more use of online based training and knowledge sharing 
 FNB.3 ICT is the future 
 FNB.4 
(Manager) 
Not sure, not too familiar with the subject 
 FNB.5 The bank must continuously encourage the use of modern technology while it is striving for innovation and efficiency. 
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 FNB. 7 
(Manager) 
Revise their succession plan by implementing mentors e.g. so that I can pass on areas of knowledge to a new person. 
Currently those that are being mentored end up leaving or even those with the experience. 
 FNB.8 N/A 
 
 
 
 
 
 
 
 
   a 
Question 12 
  
SB.1 
(manager) 
Facebook (department groups) 
WhatsApp-currently used to 
arrange meetings 
Facebook (dept groups)-employees share knowledge or answer experiences 
or advice each other 
 
WhatsApp-same as above, send pictures 
NB.1 None N/A 
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NB.2 None that I know of We use the current ICTs that are available, PCs or fax or phones or Intranet, 
email, Internet etc. Therefore I cannot foresee any developments. 
NB.3 N/A N/A 
NB.4 Not sure N/A 
NB.5   
NB.6 Yes N/A 
NB.7 Speed of the internet. I only mentioned one as this affect the programmes and process online that 
is a major function in the organisation, if the system is offline there is not 
much functions we can complete for the duration. 
FNB.1 No, not that I know of. 
 
 
 FNB.2 
(Manager) 
No haven't looked into this lately 
 
 FNB.3 No  
 FNB.4 Yes Not sure but I assume there must be 
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(Manager) 
 FNB.5 No  
 FNB. 7 
(Manager) 
Yes We are looking at implementing a tool that is linked to the ATM where clients 
don’t have to come into the bank anymore but can apply for a loan at the 
ATM and be able to withdraw immediately if approved. System already used 
in SA. 
 FNB.8 nO No, not that I can think of right now. OK 
Possibilities 
and Opinions 
  
SB.1 
(manager) 
There are depts. That currently don’t use ICTs but it must be a must for everyone. Train them 
NB.1 Constant upgrading, training (short refresher courses). Phones, Intranet, Internet as well as e-mail should be 
considered. They are fast and effective. 
NB.2 To keep the current ICTs updated with the latest equipment so that information, distributions stay at an advanced 
level other than outdated. 
NB.3 Use less paper (Swift Operations) 
Information received go directly to individuals PC (who needs to work with it) 
NB.4 I would advise them to upgrade and update on the ICT and find better, faster ways of doing things. And do research 
thoroughly.  
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NB.5  
NB.7 I only mentioned one as this affect the programmes and process online that is a major function in the organisation, 
if the system is offline there is not much functions we can complete for the duration. 
Training and assessment of staff on systems for old and new staff. Upgrade on current computer systems and 
printers. 
FNB.1 The bank is doing well; they should keep doing what they are doing. 
 
 FNB.2 
(Manager) 
more use of online based training and knowledge sharing 
 FNB.3 ICT is the future 
 FNB.4 
(Manager) 
Not sure, not too familiar with the subject 
 FNB.5 The bank must continuously encourage the use of modern technology while it is striving for innovation and 
efficiency. 
 FNB. 7 
(Manager) 
Revise their succession plan by implementing mentors e.g. so that I can pass on areas of knowledge to a new 
person. Currently those that are being mentored end up leaving or even those with the experience. 
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 FNB.8 N/A 
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Any other 
comments 
and 
contributions 
  
SB.1 
(manager) 
Ensure customer consultants use ICTs more. Because if they don’t use they struggle to assist customers with the 
simplest complaint 
NB.1 None 
NB.2  
NB.3  
NB.4 No 
NB.7 None 
FNB.1 No 
 FNB.2 
(Manager) 
None 
 FNB.3  
 FNB.4 
(Manager) 
 
 FNB.5 N/A 
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 FNB. 7 
(Manager) 
None 
 FNB.8 We are currently busy with, we are to trying to take over some of the aspects of our technology so we are constantly 
exploring new avenues and we compare them with our current core banking systems that is to basically cater for 
what we have already and to enhance what we have. Because we started with nothing We built everything from 
scratch. We started with a N$300 seal that we bought to start the business and its worth 300 million now so there 
was not money and shareholders have bought in and all of these things so now there’s money to explore better ways 
of banking. What we are currently doing is we are going for seminars, on Internet banking and whatever in Abu 
Dhabi and all over. We attend these conferences and then we network and we find out what these people are doing 
and we come in and we do presentations and so most of those things are also on the internet. But we don’t use them, 
there we use interpersonal tools and negotiate with the people and find out what they are doing and come up with 
have proposals. So from a high level, technology is not so important there. When you come a little bit down on our 
level then that’s where we start exploring and also checking reviews and doing some research and basically your 
tools again……… No good luck with your thesis and the submission. 
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Appendix 7: Data Analysis : Themes 
The appendix outlines the themes developed based on the responses organised in appendix 6. Responses that speak strongly to this theme were 
also identified and included. 
QUESTION 3 
KNOWLEDGE DEVELOPMENT METHODS 
THEME STATEMENTS
Direct Peer Support: 
Physical 
 I would always speak to my manager …If there is an issue we speak to our manager then he will guide us and that’s how we learn 
stuff(SBN.3) 
 Share verbally (NB.3) 
 On the job training from managers(FNB.1) 
 Sharing is the most useful method in my line of work.(FNB.5) 
 I Would then call my Training department , I would ask them , that is also another guidance.(SBN.2) 
 
  
Direct Peer Support: ICT 
Channels 
 Receiving hard copies for some and for other soft copy i.e. e-mail.(NB.4) 
 Phone (SMS)/telephone/e-mails…(FNB.7) 
 Tools used for collaboration and sharing are email, SharePoint and BI tools, Video conferencing, MS Lync etc.(FNB.2) 
 Communication via telephone, email.(FNB.3) 
 Sending e-mails (sharing)(SBN.1) 
 
  
Research Hardcopy 
Material 
 Receiving hard copies for some.(NB.4) 
 Using Hardcopy. (NB.3) 
 hardcopies (financials);(NB.1) 
 Constant reading on the rules and regulatory by-laws. (NB.2) 
 
  
Research Online material ...or I would rather just google.(SBN.2) 
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Training Online But there are also courses on the website on things like excel that one can do on their own and get marks(SBN.4) 
Online learning, forums(FNB.4) 
 
  
Training Face to Face yeah you go to a venue like Nampower convention centre or safari  or somewhere basically it’s almost like a conference(SBN.2) 
So you have colleagues that attend trainings and come back  and train the rest.(SBN.4) 
 
 
  
PERCEIVED VALUE OF KNOWLEDGE DEVELOPMENT 
 
Job Performance 
 
Personal Development 
 
Compliance 
 
 
Question 5  
Enabling Role New system into which employees can log in and access certain courses with which they can equip themselves 
with.(SBN.1) 
 
E-mails, telephones, banks infrastructure supports(NB.1) 
 
Banks creates enabling environment for me to do my work by providing the necessary tools, etc.(NB.2) 
 
It provides me with the necessary equipment such as computers (emails, sites) and the telephone.(NB.4) 
 
Various training programmes are offered for you to upgrade your skills.(FNB.1) 
 
The Bank provides Internet access.(FNB.3) 
In various ways like providing internet access and learning sites; just to list a few.(FNB.5) 
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Yeah , the bank has, you know there is a site on our computers where you can go in and find the banks rules 
and regulations . You find that the training courses that has been offered, you actually find the positions that 
has been advertised, so there is , yes they really do.(SBN.2) 
 
We are making use of tools such as the personal development plan whereby he/she herself would sit and do 
introspection and say this is me, how do I perform in my current position; what type of assistance do I need? 
from whom ? is it from my manager or is it from whom ? is it from my peers ? So they put it down in a 
personal development plan and these gets discussed with their line manager.(NB.5) 
a b 
Most Popular Strategies Reason 
On the Job Training; Face to Face 
Peer support, Telephonic Support 
(6) 
 
Because it assist me to do the daily tasks efficiently and to make sure I do all the tasks and I don’t skip the 
tasks.(SBN.4) 
I think having someone directly to assist because emails take a while, telephone is also an issue to the people 
at it.(SBN.3) 
 
Training-show employees physically how to do certain tasks. (SBN.1) 
 
Online Courses ; Online 
Repositories ; Online 
Communication (6) 
 
Better collaboration and communication training and learning can be done at your own pace.(FNB.2) 
I can instantly share information with more than one person.(NB.4) 
SMS/WhatsApp-people respond instantly(FNB.8) 
 
 
Internet ; Intranet (3) 
 
 Internet is networking individuals.(NB.3) 
I can instantly share information with more than one person.(FNB.2) 
I have used them extensively (FNB.4) 
 
  
 
Question 6 
Exposure to Knowledge Development tools All 23 respondents  
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Question 7 
 Theme Responses
Knowledge 
Creation 
(7) 
Ease of use  Makes work Easier and efficient.(NB.1) 
 Yah its like emails everyday , and my duties is actually I am working on excel spreadsheets every day and then 
clients calling. So we use a lot of IT everyday .(SBN.4) 
 I sometimes use email and we have a whatsapp group and we usually communicate through whatsapp via 
email.(SBN.4) 
 The wireless cell phone as we call it, it’s basically the best option, so far it helps you run your 
life a lot(SBN.2) 
 i would probably send an email to it and will call later to follow up(SBN.3) 
 I mean if somebody finds something and they know something, like I found an Act pertaining to anti-money 
laundering… then if I put it on the database or something then it’s easy for somebody else to acquire that 
knowledge.(FNB.6) 
 
Quality of 
Knowledge 
 The internet has updated information we need in our daily working operation.(NB.2) 
 Creating Knowledge(FNB.4) 
 Knowledge is gained over years which emanates into creating new knowledge which is shared with others.(FNB.7) 
 
  
 
 
 
Knowledge 
Acquisition 
(8) 
Accessibility Courses are accessible on PCs.(SBN.1) 
 
 
Ease of Adoption Making it easy to adopt knowledge(FNB.4) 
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Knowledge 
Sharing 
Ease  It makes my work very easy(FNB.1) 
 Makes communication easier, fast and effective (and smoother)(NB.1) 
 By using the Internet information available to all, making the distribution and knowledge available 
worldwide.(NB.2) 
 ICT make this easier.(NB.4) 
 It makes my work very easy(FNB.1) 
 
Accessibility  Making knowledge accessible(FNB.4) 
 We have weekly “on the job training” in which we share the week that was and learn from each other or update 
staff. People also share what they found on Google with others via e-mail.(FNB.7) 
 By using the Internet information available to all, making the distribution and knowledge available 
worldwide.(NB.2) 
 for a certain department, you can go into that specific department’s F drive and you will find all the information 
related to your specific job. (SBN.2) 
  
  
Knowledge 
Updating 
Use 8 respondents believe it is useful for knowledge updating 
 
 
 Up-to-date 
knowledge 
Knowledge can be updated by the Internet, the use of ICTs “Internet” with updated information 
both work related and non-work related,(NB.2) 
 
Keeping content current(FNB.4) 
 
 
ICTs are shown to have various applications and the perceptions of the respondents show the synergy between the different knowledge development activities in relation to 
ICTs.  
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Question 8 
High Value 
 
 
 Highly valued (priority). Employees won’t be able to work (NB.1) 
 The bank is very keen on the use and development of ICT in the bank(NB.4) 
 The bank encourages this through various platforms it has made available for this(FNB.2) 
 I think the bank's view is that ICTs is the most effective facilitator in the game.(FNB.5) 
 The bank fully supports the use of ICT because it makes it easier to access information and helps process them faster e.g if parent opens an 
account for baby-once they are grown the bank just updates the information cause it is on system.(FNB.7) 
 They are very supportive because of , they always looking for ways to upgrade or to make our work much easier, to how can I say this, make our 
turnaround time much quicker because we are competing with other banks so we need to keep updating our technology, our systems in order to 
(SBN.3) 
 The bank they are big on this because obviously the bank is very rigid and strict in terms of their rules. Currently we are just basically using the 
Internet for the bank, like internal audit has SharePoint where we put all kinds of templates and things so people can share it and we have the 
work flow programme as well where we store our projects and things. So my workplace really does believe in using ICT and its being used more 
and more for workflow programme and things.(FNB.6) 
 Em the bank actually has a lot of services that I think we can use. I think it’s just our knowledge in terms of what the bank can offer is a little bit 
limited.(SBN.4) 
Reasons 
 
 
 
 
 
 
 
 
 By using ICTs there should be no problem and it can be distributed as long as it is a useful 
source.(NB.2) 
 To better equip us with the latest technology.(FNB.1) 
 … is the most effective facilitator in the game.(FNB.5) 
 because it makes it easier to access information and helps process them faster(FNB.7) 
 Because we are competing with the other banks so we need to keep updating our 
technology, (SBN.3) 
 
10 respondents from the three cases believe that the banks give ICTS are of a very high value in the knowledge development of the staff.   
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Question 9  
 A (Preference + 
Effectiveness)
B C D 
Phones (Cellphones,SMS /WhatsApp) (8) 
 
 
1. Internet (5) 
2. Intranet& Online 
Repositories(4) 
3. Email (3) 
4. Online Training 
(2) 
5. Cellphone/Mobile 
PHONE 
 
 
INTERNET: 
 Fast and effective 
(saves time)(NB.1) 
 The Internet is the most 
effective because of the 
constant updated 
information(NB.2) 
 Internet is 
connecting 
individuals,(fnb.3) 
 
 
INTRANET & O 
 The Intranet of the bank 
because the bank has a 
responsibility to keep 
the information 
updated. (NB.2) 
 
 
ONLINE TRAINING 
convenience and can 
be done in spare 
time(FNB.2) 
 
 
EMAIL 
Email and the phone, I 
use them for 
interactions with the 
team.(FNB.5) 
1. Internet 
2. Intranet& 
Online 
Repositories 
3. Email 
 
INTERNET 
The Internet-we need 
to communicate and 
share information, 
also to look up 
things.(NB.4) 
 
There is a variety of 
information that one 
has access to on the 
internet.(FNB.1) 
 
It is easier to share 
information with 
many people 
simultaneously(NB.4) 
 
It allows us to 
actively 
communicate with 
users.(FNB.3) 
 
Immediacy, ease 
of access, multiple 
resources(FNB.4) 
Email (11) 
I’ll always correspond via e-mail to the client. 
Because I will always need to go back because we 
have like different types of files(SBN.3) 
Just the usual obviously email to communicate. 
Like when an auditor does work, the work has to 
be reviewed so that the email is used to 
communicate(FNB.6) 
 
Internet (12) 
Then I use it for research on the Internet for 
personal or work related.(SBN.2) 
 
Intranet & Online Repositories (9) 
All of our stuff and sheets we have to fill in 
everyday is on the server so you have to access the 
server in order to do your duties everyday.(SBN.4)
the bank itself has what we call golden rules and it 
is shared on the Intranet…(FNB.6) 
we have got the like F drive, for a certain 
department, you can go into that specific 
department’s F drive and you will find all the 
information related to your specific job.(SBN.2) 
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I use IT by means of 
communication via my 
computer. I would 
send the e-mails onto 
my colleagues and 
show them(SBN.2) 
 
Mainly because I do 
my work, yeah, my 
personal life, I run 
from home on my 
laptop, there I can do 
anything else I would 
want to do. (SBN.2) 
 
 
MOBILE PHONE 
you get an instant 
response(FNB.7)
 
Online Courses (4) 
 there are also courses on the website on 
things like excel that one can do on their 
own and get marks.(SBN.4) 
 you know where there is a site on your 
computers where …you find that the 
training courses that has been 
offered,(SB.2) 
  
 
Question 10 : 
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Organisational Strategies to drive ICT in knowledge Development 
 
Induction/Training  Provide induction course (process of whole bank) to determine what you need. Then they train you 
more specifically.(SBN.1) 
 Training-weekly learning and development. Identify and refer staff to be training centre on e.g 
customer service, telephone etiquette. There is training for every upgrade or new employee(FNB.7) 
 New employees-trained to use banks systems(NB.3) 
  
 
  
Awareness initiatives & Access  The spread of extracts from the Internet is distributed among colleagues and case studies 
implemented whereby the Internet is most useful.(NB.2) 
 Basically, they would create, how can I say this, we have a home page for staff and on that home 
page there is every other tools that you can use and that we have got the like F drive, for a certain 
department,(SBN.2) 
 
 
 
 
Integration into mainstream activities  They make it compulsory for staff to use these ICTs(NB.4) 
 Introduction of PDP's are linked to performance management and requires online development to be 
done as part of score cards. Subscription and enrolment to online courses for staff as is required for 
PDP.(FNB.2) 
 They; how do I say this now, we have certain; they create websites where we can go and find parts 
to our schedules or work or whatever you have…(SBN.2) 
 
 
 
 
Quality Assurance/Maintenance We have setup a knowledge base(FNB.4) 
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Question 11 
Individual views about the value of ICTs on knowledge development 
 a
Theme Statements Theme Statement 
Yes  All respondents  Amount/Quality 
of Knowledge 
Gain more knowledge and be able to work in other 
banks/companies because of exposure(NB.3) 
 
ICT drives knowledge development(FNB.4) 
 
Will get exposure to new ICT tools 
 
Because it will change the way I think and the way  I carry 
out my everyday tasks.(FNB.5) 
 
ICT’s is a modern way of getting information and 
information delivers knowledge, knowledge is used for our 
day to day working processes and easier ways and means 
can be generated to simply that. (NB.2) 
 
  
Ease/Convenience Online courses and enrolment have made it easier for 
workers to access and do training and develop skill and 
knowledge at their own pace and their own 
convenience(FNB.2) 
 
In this day and age, it will be impossible to work in the bank 
if you don’t have ICT knowledge. The bank can’t go back to 
old systems but is moving ahead to newer things.(FNB.7) 
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I think yah , they do . Because most of the services we use 
come from IT services. I think they play a big role in our 
doing our work daily.(SBN.4) 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Question 12 
 
Emerging ICTs Perceived valuable A Value of tools 
Social Media Facebook (dept groups)-
employees share knowledge or 
answer experiences or advice 
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each other. WhatsApp-same as 
above, send pictures(SBN.1) 
 
 
Mobile Platforms We are looking at implementing a 
tool that is linked to the ATM 
where clients don’t have to come 
into the bank anymore but can 
apply for a loan at the ATM and 
be able to withdraw immediately 
if approved. System already used 
in SA.(FNB.7) 
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Question 13 
Opinions about Knowledge development using ICTs 
Awareness There are depts. That currently don’t use ICTs but it must be a must 
for everyone. Train them(SBN.1) 
 
Ensure customer consultants use ICTs more. Because if they don’t use 
they struggle to assist customers with the simplest complaint(SBN.1) 
 
Constant upgrading, training (short refresher courses). Phones, 
Intranet, Internet as well as e-mail should be considered. They are 
fast and effective.(NB.1) 
 
more use of online based training and knowledge sharing(FNB.2) 
 
The bank must continuously encourage the use of modern technology 
while it is striving for innovation and efficiency(FNB.5) 
 
ICT is the future(FNB.3) 
 
Constant updates, constant learning sessions via Internet, basically 
constant communication to their staff member using the 
computer(SBN.2) 
 
Mmm maybe that the advisors use more of the trainings that they 
offer , all of the IT trainings. Eh and to just basically make I think 
yearly trainings to update our computer skills(SBN.4) 
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Update To keep the current ICTs updated with the latest equipment so that 
information, distributions stay at an advanced level other than 
outdated.(NB.2) 
 
They can still continue this way but probably once or twice have a 
look at having a training for a day or 2 days(SBN.3) 
Knowledge Management Information received go directly to individuals PC (who needs to 
work with it) (NB.3) 
 
Revise their succession plan by implementing mentors e.g. so that I 
can pass on areas of knowledge to a new person. Currently those that 
are being mentored end up leaving or even those with the 
experience(FNB.7) 
 
Speed  I would advise them to upgrade ad update on the ICT and find better, 
faster ways of doing things. And do research thoroughly.(NB.4) 
Accessibility  I think for me, it’s really just findings the information that’s the 
problem to search for it. So if, yeah, if everything was in just one hub 
where I can find it.(FNB.6) 
 
 
 
